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Formative assessment 1 SO1 individual activity
Write down:
What you would do about this situation.
How you would feel when a situation like this occurs.
How you think the customer will feel when s/he receives this information.
How would this reflect on your organisation?  
Discuss your answers in your groups.  
Formative assessment 2: Case study SO2 individual activity
You have an appointment with Me. Chokwe at 10:00am on 15 September 2007.  She would like to see you about a wedding venue for her daughter and also look at available dates for February.  Her daughter’s name is Rebecca and she is getting married to Nkosinati.  
Note:  Be sure to ask the names of the parties involved and note them down in your diary.  This will personalize the service you give the client and so doing add quality to your service.  
How to enter this appointment in your hardcopy diary:
	16 September 2007

	Time
	Appointment
	Details
 
	Meeting Location

	08:00
	Mr. Chiba
	End Year Function, 200 attendees for December.  Contact Details:  076 456 7891

	My Office

	09:00
	
	
	

	
	
	
	

	11:00
	Wedding booking in the Leopard Hall
	John and Sandy O’Carroll.  To start at 12pm.  Oversee all details, catering, and sound system.  
Contact Details:  (Groom’s father) 083 234 5678
	Leopard Hall

	12:00
	O’Carroll Wedding
	
	

	13:00
	O’Carroll Wedding
	
	

	14:00
	O’Carroll Wedding
	
	

	15:00
	O’Carroll Wedding
	
	

	16:00
	O’Carroll Wedding
	
	

	17:00
	O’Carroll Wedding
	
	

	18:00
	Dinner with Nadine
	Nadine’s birthday.  Remember gift in office.  (bottom drawer)
	The Blue Cherry Grill.
R55, Kyalami Shopping Centre.

	19:00
	
	
	

	20:00
	
	
	



Formative assessment 3: SO2 individual activity
Make up a case study about a client who wants to make an appointment to see you.  
Enter the appointment in MS Outlook 
Enter a reminder with the following details:
Do a follow-up call to make sure that they are still aware of the appointment 
To confirm that the date and time is still in order. 
Next, design a plan to keep bookings up to date on a daily, weekly and monthly basis.    
Formative assessment 4:  SO6 group activity
Write a memo why you think it is important to inform other departments of current and future bookings and why it is important to keep good and open communication between you and other departments. 
Discuss your memo in your groups  
Write down what you think could happen if you don’t inform the catering department of Me. Chokwe’s wedding booking
Discuss your answers in your groups
Formative assessment 5: SO2 individual activity
Have you ever complained about a problem with a product or a service?  Think about a time where the service was slow and you also got a negative response to your complaint.   How did that make your feel?
You can see that your feeling towards the company is negative.  Through this exercise you can see how important it is to provide an efficient service.  Efficiency of service would include things such as:
Fast, friendly service
Speedy responses to requests or complaints,
Follow-up calls for appointments, complaints or requests,
Personalised service
What is meant by personalised service?  For example, if you have a regular client, it is important to have certain information about your client such as their name and surname, birthday and other personal things such as when a baby is on the way, etc.   Now you can send them a card on these important days phone them to congratulate them. 

Write down 5 reasons why it is important to provide efficient service.  
Once you have done this, divide into groups and share your reasons.  
Add any reasons that you don’t have on your list that other learners had on theirs.  
Formative assessment 6: Case study SO3 individual activity
When you hear the name Mobile Solutions, what type of services do you associate with the business?  Write down what you think and discuss it in your groups.  
Formative assessment 7: SO3 Role Play group activity
Do the following role play in your groups:  
Each person has a turn to receive a call as an employee of an organisation that offers conference facilities 
Another group member is the customer.  The customer needs conference facilities for 20 people.  
The first person must inform the customer that your organisation also has wedding facilities
Note:  The best way to go about informing customers is to pick the right time in the conversation.  Do not try to give the client this information while they are trying to give you a date or confirm the booking, for example:

Susie:  	Good day, you have reached the Absa conference centre, Susie speaking, how may I help you?
Caller:	Hello Susie, this is Celica from TSM.  I would like to know if you have facilities available for a conference on the 20th of November 2007.  
Susie:	I will have a look for you in a moment Celica, how many people will be attending the conference?
Celica:	So far 40, Susie
Susie:	Could you please hold the line while I check for you, please Celica?
Celica:	Certainly.

Susie:	We do have the date available Celica, would you like me to reserve the date for you?
Celica:	Yes please.
Susie:	When would you like to see the venue Celica?
Celica:	Friday, 30 March if possible Susie
Susie:	Would 11:00 suit you?
Celica:	11 would be perfect, thank you
Susie:	Thank you Celica, I will see you on Friday the 20th.  We also offer Wedding facilities if you would like to view them while you are here.
Celica:	No, thank you Susie, but I will keep them in mind.  Have a good day.  Good bye
Susie:	Good bye Celica

This way, Susie got a “foot in the door”.  If the conference was a success and left a good impression, Celica may mention your facilities to someone she knows who will need wedding facilities in the future.  
Formative assessment 8 SO3 group activity
Write down 5 ways other than a telephone call that you could use to make customers aware of all the services your organisation offers.  
Design a flyer or brochure to inform customers or potential customers of all the services or products the organisation of your choice offers.  
Formative assessment 9 SO4 group activity
Phone at least 3 organisations and find out what percentage they charge for a deposit, for example for a total bill of R10 000.  If they require 50%, the deposit will be R5000.  Also find out which expenses will be covered by the deposit in the case of a ‘no show’.  

Formative assessment 10: Role Play SO7
Do the following role play in the classroom: 
Each learner takes a turn to be at reception and has to deal with 6 customers at the same time.  
The roles of the customers are as follows:  
a customer with communication difficulties, 
customer with mobility difficulties, 
regular customers 
and a VIP (very Important Person)
Research assessment 11 SO7 group activity
Big organisations such as banks have procedures in place about which customers should be served first. Do research on the order in which customers are supposed to be served in terms of customers with communication difficulties, customers with mobility difficulties, regular customers and VIPs. Your research must include at least three organisations that deal with customers face to face.
Set time aside in class for a debate on who should be served first, the disabled customer or the VIP.  Write down the conclusions and strongest points that were made 
Formative assessment 12 SO8 individual activity
Judging by what you’ve learned thus far, why do you think it is important to give customers accurate information?  Name at least 5 points. 
What information do you think a client would request if you were taking bookings for a bus service that travels from Cape Town to Durban?
Research assessment 13 SO9 individual activity
Do research about how big hotel groups promote their services and facilities.  If possible, request an appointment with the assistant of the person in charge of Public Relations of a hotel, conference centre or even an events planner to discuss PR.
Once you have all the necessary information, draw up a plan to promote a range of services and facilities such as accommodation, conference, function, exhibition rooms, and restaurants of a hotel/conference centre/events planner.  
When and where would be appropriate times and places to promote an establishment’s services and facilities?  Motivate your answers 


Formative assessment 14 SO10 individual activity
Name the steps you would take and the people you need to communicate with to establish availability of services and facilities.  
How would you ensure that you communicate this information clearly to a client?  Demonstrate how you will advise the client about the availability of snacks at the bar or at the souvenir shop and how to inform the client that your establishment offers a laundry service.
Formative assessment 15 SO11 group activity
Why is it important to offer or inform a client of alternative facilities?  Name 5 and motivate your answers.  
Make a brochure with alternative facilities that you would like to have in an organisation.  
Formative assessment 16: Role Play SO12
Do a role play with 7 people.  Each person has to take a turn to take down the bookings of 6 clients.  
The learner doing the bookings has to record the details and confirm the bookings of the 6 clients quickly and as fast, friendly and accommodating as possible.  

What have you learned in the role play about handling more than one client at a time?
Did you record their details correctly?
Were all the “clients” happy? If there were clients that weren’t happy, what do you think you could’ve done differently to ensure that they were satisfied?  
Formative assessment 17 SO13 individual activity
List 5 reasons why it is important to confirm bookings.  
You work for Fine Travel and have made the following arrangements for Mr. C. Ustomer: 
SAA flight XZC123 departing from Cape Town on Tuesday at 08:00 to arrive at O.R.Tambo International airport on the same day at 09:45.  The details for the return flight are: departing O.R. Tambo airport at 20:00 arriving Cape Town 22:00.  Documents required are an ID book.
Car rental from Avis Rent A car: to be collected from their offices at the airport at 10:30 and returned to the same offices at 18:00.  The car will be a Nissan Sentra.  Documents required are an ID Book.  Total amount of kilometres for the day 500k.  Additional kilometres travelled will be charged at R1.50 per kilometre.
Develop a confirmation form for the above arrangements to send to Mr. C. Ustomer.
Assessment activity 18: Role play SO14
Two learners can take part in this role play.  One of the learners has to confirm a booking and the other is a difficult customer who doesn’t understand the need to pay a deposit.  The learner confirming the booking has to explain why deposits are required in a calm, friendly manner. 
[bookmark: _Toc251749899][bookmark: _Toc216838631]Individual activity
Why is it important for organisations to take deposits for bookings?  Give 4 reasons and also explain what could happen if they don’t take deposits.  


Assessment activity 19 SO15 group activity
Previously we saw how to change the details of a meeting or reminder.  Write a procedure for changing each of the following booking amendments and give reasons why you chose the procedures you’ve decided on: 
Range of booking amendments: 
Change in services or facilities, 
Change in date or time, 
Change in customer’s personal details, 
Change in number of people,
 Booking cancellations.
Write down two more ways you can think of to ensure that you don’t lose data in the case of a system malfunction.  Also write what decisions you would take in the case of a failure or error.  
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You have a function at 4pm and 300 people will be attending.  At 2pm the electricity goes off and the municipality says they aren’t sure what time it will come back on, but it won’t be before 6pm.
Write what actions you would take to ensure that the function activities and preparation goes on as planned.  
Formative assessment 20: Case study SO17 individual activity
You have a function to organise within two weeks.  You have to arrange accommodation, flowers, seating for attendees at specific tables, a band to play at the function, catering, and cleaners for after the function, transport from the airport for 3 guests, decorations for the hall where the function will be held, confirmation of the booking for the function and a deposit to collect.  
Write down how you would prioritise these duties from most urgent to least urgent.  Number them from 1 to 10, 1 being the most urgent activity.  
Think about what you would do if your VIP guest’s hotel suite has been cancelled incorrectly and they arrive at the hotel and there is no record of a booking for them.
Different types of establishments have different procedures for bookings and confirmations.
Do research on the booking and confirmation as well as problem solving procedures for the following:
An airline for tickets
A game lodge for accommodation
A conference centre for booking a venue
Describe the different systems and how your service would have to be adapted in order to maintain the booking systems.  


