[bookmark: _fvlolt64q0e4]USAEV Specialist Playbook & Study Guide: Medical & Recovery Travel Logistics (Specialty #11)
[bookmark: _sh8kmvnmrjq8]1. Program Overview & Operational Scope
CORE OPERATING PRINCIPLE: BRAND HIERARCHY & LEGAL SCOPE  USA Entertainment Ventures LLC (USAEV) is the legal, licensing, and operating brand. Sports Medical functions as the specialized program channel beneath USAEV. Internal USAEV certifications and specialty endorsements validate operational competency within the USAEV ecosystem; they  never  grant legal authority to bypass state Seller of Travel registrations, state insurance licensing rules, supplier terms, or third-party industry credentials.
[bookmark: _c8mv6rgzj0jm]Primary Outcome
This playbook prepares certified travel advisors to prospect, qualify, package, present, close, service, and cross-sell specialized travel logistics for medical, dental, cosmetic, sports-recovery, rehabilitation, and companion travel. The core focus is strictly on executing complex travel logistics, flight flexibility, ground mobility, and recovery-friendly accommodations  without providing medical advice, treatment recommendations, or clinical assessments .
[bookmark: _ydg0p014pjr4]Credential Ladder & Progression Timeline
Specialized endorsement in Medical & Recovery Travel Logistics sits within the structured USAEV career progression framework. The pathway from entry to certified advisor spans a  12-week total timeline  comprising a 10-day Synthetic Intelligence (SI)-accelerated academy followed by a 10-week supervised apprenticeship:
· Level 1: USAEV Certified Travel Advisor:  Completion of core foundations, the 10-day SI-accelerated academy, and the 10-week supervised production apprenticeship.
· Level 2: USAEV Certified Travel Sales Specialist:  Completion of the 10-day core sales academy and passing practical sales certification.
· Level 3: USAEV Specialty Advisor:  Earned by achieving at least three specialty endorsements, including Specialty #11 (Medical & Recovery Travel Logistics).
· Level 4: USAEV Multi-Specialty Travel Advisor:  Earned by achieving at least five specialty endorsements plus production benchmarks.
· Level 5: USAEV Senior Travel Advisor:  Earned by achieving at least eight endorsements plus sustained production and quality benchmarks.
· Level 6: USAEV Master Travel Advisor:  Complete mastery of the USAEV specialty portfolio and advanced production standards.
[bookmark: _za4v6s1zzqrl]2. Target Customer Personas & Buying Triggers
[bookmark: _kjkut5fhz1xe]Customer Segment Mapping
Customer Persona,Primary Travel Logistics Need
"Patients  (Medical, Dental, Cosmetic)","Flexible air travel, accessible extended-stay lodging, seamless ground transportation, and privacy-compliant scheduling tied strictly to clinic authorization dates."
Companions / Families,"Coordinated itinerary logistics, adjacent or suite accommodations, proximity to treating facilities, and flexible return options to support recovery timelines."
Medical Tourism Facilitators,"Reliable third-party fulfillment of integrated travel itineraries, multi-city transport, extended recovery stays, and structured client communication."
Clinics & Healthcare Providers,"Reliable destination logistics management for out-of-town patients, ensuring strict alignment with pre-procedure arrival and post-procedure release schedules."
Athletes & Sports Recovery Travelers,"Specialized travel logistics connecting treatment centers, specialized therapy sites, and sports recovery facilities with high-mobility support."
Corporate / Team Care Coordinators,"Executive and team care logistics, centralized booking, administrative recordkeeping, and streamlined group or individual travel support."
[bookmark: _nq7chr4gfxmt]Key Buying Triggers
Clients and organizations utilize a specialized USAEV travel advisor rather than self-booking due to:
1. Shift-Sensitive Travel Schedules:  Procedure delays, extended recovery times, or early medical clearances require flexible, highly changeable air ticketing and lodging terms.
2. Specialized Accessibility & Lodging Needs:  Standard retail booking tools fail to guarantee ground-floor access, elevator proximity, zero-threshold showers, or extended-stay kitchenette logistics.
3. Companion & Caregiver Synchronization:  Coordinating multi-passenger travel where travel dates for caregivers may differ from the patient's treatment timeline.
4. Complex Transport Logistics:  Eliminating stress by arranging private, accessible ground transfers between gateways, post-treatment lodging, and clinical facilities.
[bookmark: _eddk7z6no9cy]3. Core Product & Package Architecture
[bookmark: _8mqp41tzsvrj]Standard Package Architecture
· Air & Flight Logistics:  Flexible and changeable ticketing options structured to accommodate unpredictable clinical treatment schedules, procedure delays, or adjusted clinician release dates.
· Extended-Stay & Recovery Lodging:  Selection of vetted recovery-friendly hotel and extended-stay properties featuring specified accessibility attributes (ADA accessibility, quiet environments, kitchenettes, elevator access, and flexible check-in/check-out policies).
· Ground Transportation:  Accessible, pre-arranged ground transfers between arrival gateways, recovery lodging, and medical/rehabilitation facilities.
· Companion Travel Logistics:  Integrated air, ground, and lodging routing designed specifically for accompanying family members, caregivers, or legal guardians.
· International Coordination:  Multi-city and international travel logistics management, including gateway transfers and alignment with destination entry documentation.
· Post-Treatment Stay Logistics:  Tailored itineraries structured for post-procedure recuperation, physical therapy sessions, or specialized sports recovery regimens before long-haul transit.
WARNING: SUPPLIER VERIFICATION REQUIREMENT  Advisors must source components exclusively through the approved USAEV/CCRA supplier roster. Live availability, current rates, deposit schedules, change/cancellation penalties, and terms must be verified directly with suppliers prior to client presentation. Never present outdated, cached, or unverified supplier terms.
[bookmark: _itfq4m7kii3z]4. Structured Client Discovery & Needs Analysis
[bookmark: _ud6jixguojy1]The 8-Point Mandatory Discovery Question Bank
Advisors must execute a structured needs analysis before constructing any quote or itinerary:
1. What travel dates are authorized by the treating provider?
2. Is a companion traveling?
3. What lodging/accessibility needs were specified?
4. How flexible must the return travel be?
5. What ground transportation is needed?
6. What documentation or mobility assistance has been requested?
7. Who is the healthcare provider, and who owns medical decisions?
8. What privacy constraints apply?
[bookmark: _m699ha2rsyqp]Translating Discovery Data into CRM Constraints
Client responses must be systematically classified in Travel Dakdan GoHighLevel under the following constraint tiers:
· Must-Have Constraints (Non-Negotiable):  Clinician-authorized travel dates, fully flexible/refundable fare classes (avoiding basic economy fares), guaranteed physical accessibility features (e.g., zero-threshold roll-in showers, ground-floor room placement, elevator proximity, ADA-compliant room layouts), requested airport wheelchair or ramp assistance, and companion flight synchronization.
· Should-Have Priorities (Operational Preferences):  Direct non-stop flight routings to minimize transit physical stress, extended-stay properties featuring in-room kitchenettes for private meal preparation, and dedicated private ground transfers over shared shuttle vans.
· Nice-to-Have Features (Secondary Enhancements):  Preferred airline or hotel loyalty program accrual, specific room placement (e.g., quiet end of hallway away from ice machines and elevators), and pre/post-recovery leisure extensions for accompanying caregivers.
[bookmark: _9a6zj17nh7dp]5. Medical Travel Compliance, HIPAA & Risk Boundaries
[bookmark: _88l8u7cikgjx]Critical Compliance Rules
1. Strict Non-Medical Scope:  Advisors are strictly prohibited from providing medical diagnoses, treatment recommendations, clinical opinions, procedure evaluations, health outcome claims, or medical fitness certifications. All medical decisions belong exclusively to the treating healthcare provider and the client. Internal USAEV certifications never grant authority to bypass state Seller of Travel or state insurance licensing laws.
2. HIPAA & Privacy Safeguards:  Protect sensitive personal and health information at all times. Collect only the absolute minimum data required for travel logistics fulfillment.  Never enter sensitive medical history, diagnostic details, medical record numbers, or credit card payment credentials into unapproved Synthetic Intelligence (SI) prompts, public CRM notes, or unsecure channels.
3. Treating Provider Authority:  All clinical schedules, travel clearance dates, fit-to-fly clearances, and procedure selections are owned strictly by the treating clinician and client. Advisors manage travel schedules around clinical mandates but never interpret clinical status.
4. Travel Protection Boundaries:  Discuss travel insurance and trip protection strictly within authorized, permitted boundaries using approved supplier disclosures. Advisors must never make unsupported insurance coverage determinations or present travel insurance as a guarantee of medical coverage.
[bookmark: _2ane1wxzdj17]6. Fit-to-Fly Protocols, Airline Releases & Equipment Coordination
Advisors must manage transit logistics systematically without assuming clinical authority.
       [PRE-BOOKING]
• Verify mobility & accessibility needs
• Obtain carrier medical equipment & battery policies
• Check clinician clearance timelines
             │
             ▼
         [BOOKING]
• Secure flexible/changeable fares
• Attach SSR codes (wheelchair, assistance)
• Transmit clinician-completed MEDIF forms
             │
             ▼
      [PRE-DEPARTURE]
• Re-confirm airline special assistance desk approvals
• Confirm fit-to-fly clearance on file
• Re-verify accessible ground transfers

[bookmark: _cjglbfhs70k7]Operational Workflow Protocol
[bookmark: _4fcptdgxig8z]Pre-Booking Phase
· Gather specific mobility assistance requirements from the client as authorized by their clinician (e.g., aisle chair, ramp transfer, airport wheelchair service).
· Obtain carrier-specific policy documentation for medical equipment, onboard oxygen, CPAP/BiPAP devices, and portable battery specifications (e.g., FAA-approved lithium-ion watt-hour limits and minimum 150% battery run-time requirements for flight duration).
· Instruct advisors to provide official airline medical clearance forms (such as carrier MEDIF - Medical Information Form) directly to the client to be completed and signed exclusively by the treating clinician.  Advisors must never complete clinical fields or sign medical release sections themselves.
[bookmark: _2velz3jiml3p]Booking Phase
· Select flexible, changeable airfare categories that permit ticket reissuance or date adjustments without severe penalty.
· Formally submit Special Service Requests (SSR) for mobility assistance (e.g., WCHC, WCHR, WCHS) directly into the airline reservation system (PNR).
· Transmit completed, clinician-signed MEDIF forms and equipment specifications to the airline's medical or special assistance desk within the carrier's required advance notice window (typically 48 to 72 hours prior to departure).
[bookmark: _7lgt281d42vn]Pre-Departure Phase
· Directly verify with airline special assistance desks that MEDIF approvals, mobility SSR codes, and medical equipment notifications (CPAP, oxygen, battery allowance) are fully confirmed on the PNR.
· Re-confirm that all required clinician fit-to-fly releases are finalized and submitted in accordance with carrier regulations.
· Verify pre-arranged accessible ground transfers between the gateway, extended-stay recovery lodging, and treatment facility.
[bookmark: _ojv40biuk4qh]7. Consultative Sales, Proposal Formula & Objection Matrix
[bookmark: _nvaak8mc222a]The 6-Step Proposal Formula
1. Restate Client Goal:  Summarize the traveler's logistics objective, travel window authorized by the provider, and companion requirements.
2. Explain Logistics Structure:  Detail why the proposed routing, lodging type, and transport sequence minimize physical stress and accommodate schedule changes.
3. Present Primary Recommendation:  Outline the recommended flexible airfare, recovery-friendly lodging, and accessible ground transport package.
4. Present Flexible/Alternate Options:  Offer a structured alternative (e.g., modified room category or alternative airline routing) to provide choice without adding complexity.
5. State Inclusions, Exclusions, Terms & Deadlines:  Explicitly itemize what is included, what is excluded, payment deposit schedules, cancellation rules, fare hold expiration dates, and items requiring live supplier verification.
6. Ask Closing Action Question:  Prompt the client for the specific next commitment (e.g.,  "Shall I secure this flexible fare hold and lock in the accessible lodging terms today?" ).
[bookmark: _11qd93rab3ej]Common Objections & Fact-Based Responses
Objection Category / Scenario,Client Objection,Advisor Fact-Based Response
Category 1: Clinical Guidance,"""Which clinic or procedure should I choose for my treatment?""","""As a USAEV Travel Advisor, I specialize strictly in travel logistics, flexible flights, recovery lodging, and ground transport. I do not provide medical recommendations or evaluate clinics. I strongly advise discussing procedure options directly with your qualified healthcare provider."""
Category 2: Fit-to-Fly Clearance,"""Can I fly home immediately after my treatment is completed?""","""Fit-to-fly timing is determined solely by your treating clinician and airline regulations. Once your clinician provides formal travel authorization and dates, I will construct flexible flight and ground logistics aligned exactly with their directive."""
Category 3: Insurance Coverage,"""Will my personal health insurance or travel protection cover this trip?""","""Advisors cannot make insurance coverage or claim determinations. I can provide the official coverage policy details from our approved travel protection provider, but specific medical coverage questions must be reviewed directly with your insurer or protection representative."""
[bookmark: _hvgnq6t5afy0]8. Strategic Cross-Selling & Portfolio Integration
[bookmark: _2olqgi7vgnjw]The Five-Question Cross-Sell Test
Before adding any secondary component to a medical travel itinerary, pass the proposition through this test:
1. Does the add-on solve a stated traveler problem?
2. Does it reduce coordination risk or improve convenience?
3. Does it meaningfully improve the experience?
4. Is the client financially and operationally suited to it?
5. Can USAEV or an approved supplier fulfill it accurately and compliantly?
[bookmark: _dxh3gbk89yh2]Approved Cross-Sell Avenues
                   ┌──────────────────────────────────────────┐
                   │  Primary Sale: Medical Travel Logistics   │
                   └────────────────────┬─────────────────────┘
                                        │
         ┌──────────────────────────────┼──────────────────────────────┐
         ▼                              ▼                              ▼
┌─────────────────┐           ┌─────────────────┐           ┌─────────────────┐
│   Dream Spas    │           │  Sports Travel  │           │Missionary Travel│
│Luxury & Wellness│           │ (Sports Media)  │           │ (Grow Ministry) │
├─────────────────┤           ├─────────────────┤           ├─────────────────┤
│Post-recovery    │           │Sports recovery  │           │Medical mission  │
│wellness stays & │           │travel paired    │           │logistics & team │
│companion resort │           │with athletic    │           │equipment/baggage│
│options          │           │event travel     │           │coordination     │
└─────────────────┘           └─────────────────┘           └─────────────────┘

· Dream Spas Luxury & Wellness:  Post-recovery wellness stays or companion resort lodging logic structured strictly for post-treatment relaxation or accompanying family rest, provided it is clinician-approved.
· Sports Travel (Sports Media / USAEV):  Combining specialized sports-recovery travel logistics with athletic event travel or training rehabilitation schedules.
· Missionary Travel (Grow Ministry / USAEV - Specialty #5):  Coordinating medical mission travel logistics, humanitarian volunteer team travel, and baggage/equipment planning for medical supplies sent to remote clinical sites.
· Corporate & Group Travel (USAEV):  Managing corporate executive care coordination, group employee health logistics, or administrative group travel.
· Companion/Family Leisure Extensions:  Arranging dedicated leisure travel extensions for accompanying caregivers before or after the recovery period.
[bookmark: _cbitrnco1o8o]9. Travel Dakdan GoHighLevel CRM Operations
[bookmark: _tgbnjy9zah4q]Mandatory CRM Fields & Tags
Every medical travel lead and opportunity must contain the following standardized data points within Travel Dakdan:
· Required Primary Tag:  travel_cert_medical
· System Identifiers:  USAEV Travel Agent ID, Travel Specialization ( Medical & Recovery Travel Logistics )
· Tracking Data:  Travel Program Status, Travel Recruitment Channel, Travel Client Discovery Count, Travel Quotes Count, Travel Itineraries Count, Travel Supervised Bookings Count.
· Mandatory Compliance Tracking Fields:  Travel Compliance Clearance, Travel TRUE Agency Assignment Status, Travel State Compliance Status.
[bookmark: _bs5alij32yx2]Standardized 16-Stage Sales Pipeline
Advisors must advance client opportunities through the standardized 16-stage travel pipeline:
1. New Travel Lead
2. Discovery Scheduled
3. Discovery Complete
4. Research / Supplier Verification
5. Proposal In Development
6. Proposal Sent
7. Follow-Up
8. Decision Pending
9. Deposit / Booking Authorization
10. Booked
11. Pre-Travel Service
12. Traveling
13. Post-Travel Follow-Up
14. Review Requested
15. Referral Requested
16. Repeat / Reactivation
CRITICAL DATA PRIVACY COMPLIANCE REMINDER  Maintain absolute contact hygiene. Private CRM notes, opportunity files, and task records  must never contain sensitive medical histories, clinical diagnoses, payment card numbers, or restricted supplier portal passwords . Store only high-level logistical requirements (e.g., "requires ground-floor room and flexible return ticketing").
[bookmark: _r4xjowlu4njz]10. Practical Certification Scenario, Assessment Rubric & Field Checklist
[bookmark: _txcrm52hffh0]Practical Certification Scenario
To earn the Specialty #11 Endorsement, an apprentice receives a simulated lead:
A client requires travel arrangements for an upcoming medical procedure authorized by an out-of-state clinic. The travel involves a 10-day recovery window, an accompanying spouse, strict mobility requirements (wheelchair assistance at the airport and ground-floor/elevator recovery lodging with a kitchenette), and high return-flight flexibility due to potential clinician schedule adjustments.
Mandatory Learner Execution Steps:
1. Conduct a full simulated client discovery interview using the 8-point Discovery Question Bank.
2. Engineer a complete package outline (flexible air, extended-stay recovery lodging, accessible ground transfers, companion logistics).
3. Record the contact and opportunity accurately in Travel Dakdan using tag travel_cert_medical.
4. Present the proposal and successfully address three standard objections (clinic selection, immediate fly-back authorization, insurance coverage).
5. Identify at least two compliant cross-sells (e.g., companion leisure extension, Dream Spas wellness stay, or medical mission logistics).
6. Pass all critical compliance guardrails with 100% accuracy.
[bookmark: _i9x4s5a1ftoj]Certification Scoring Rubric
Evaluation Area,Weight,Pass Standard & Competency Expectation
Discovery & Qualification,20%,"Captures travel purpose, clinician authorization dates, companion needs, budget, accessibility constraints, and decision owner."
Package Design,20%,"Builds a logical, client-centered package with flexible air, recovery lodging, ground transport, and companion routing."
Sales Presentation,20%,"Communicates value clearly, outlines terms/deadlines, presents tradeoffs, and includes a direct closing question without making medical claims."
CRM Documentation,10%,"Completes all required Travel Dakdan fields, applies travel_cert_medical, and sets mandatory next actions without privacy violations."
Objection Handling,10%,"Calmly provides accurate, fact-based responses that refer clinical and insurance questions to appropriate professionals."
Cross-Selling,10%,"Applies the Five-Question Cross-Sell Test to suggest relevant, unforced add-ons based on stated client needs."
Compliance Guardrails,10%,Mandatory 100% Pass Standard.  Zero medical advice given; zero sensitive health/payment data exposed; correct brand hierarchy maintained.  Any critical compliance failure requires mandatory remediation.
[bookmark: _g3t50rgo1ohq]Pre-Booking Verification Checklist
Before submitting any final medical travel recommendation or accepting booking authorization, advisors must complete and log this 7-point verification:
·   1. Live Supplier Verification:  Verified current availability, rates, deposit schedules, change fees, and cancellation rules directly with CCRA/USAEV approved suppliers.
·   2. Identity & Schedule Precision:  Confirmed all traveler full legal names, dates of birth, and travel dates against official government identification and clinician authorization.
·   3. Inclusions & Exclusions Clearance:  Explicitly documented all package inclusions, exclusions, resort fees, baggage rules, and payment deadlines in writing.
·   4. Accessibility & Service Confirmation:  Submitted Special Service Requests (SSR) for airline assistance, provided carrier MEDIF forms to the client for clinician completion, and re-verified lodging physical accessibility standards.
·   5. Data Privacy & Systems Audit:  Audited client file to ensure no sensitive medical diagnoses, private health records, or credit card details are exposed in unapproved SI prompts or CRM fields.
·   6. Non-Medical Disclosure:  Confirmed that client understands the advisor provides travel logistics management only, and that medical decisions reside strictly with treating clinicians.
·   7. CRM Action Tracking:  Updated Travel Dakdan pipeline status across the 16-stage workflow, logged complete interaction notes, and scheduled the exact pre-travel service task and follow-up date.

