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INTRODUCTION 
 
The declaration of COVID-19 as a global pandemic by the World Health 
Organisation in 2020, led to the disruption of effective teaching and learning in 
all schools across South Africa.  
 
Many learners, across all grades, spent less time in class due to the phased-in 
reopening of schools, as well as rotational attendance and alternative timetables 
that were implemented across provinces, to comply with social distancing rules. 
This led to severe teaching and learning time losses. Consequently, the majority 
of schools were not able to complete all the relevant content prescribed in Grade 
10-12 in accordance with the Curriculum and Assessment Policy Statement. 
 
In order to mitigate and intervene against the negative impact of COVID-19, as part 
of the Recovery Learning Plan for Grades 10-12, the Department of Basic Education 
(DBE) worked in collaboration with Subject Specialists from various Provincial 
Education Departments (PEDs) to develop this Self-Study Guide for learners in Grade 
12. 
 
The content in this study guide is critical towards laying a strong foundation to 
improve your performance in this subject. 
 
The main aims of this study guide is to: 
 
�x Assist learners to improve their performance, by revising and consolidating 

their understanding of the topic; 
�x Close existing content gaps in this topic; and 
�x Improve and strengthen understanding of the content prescribed for this 

topic. 
 

This study-guide is meant as a self-study guide for learners and therefore should 
be used as a revision resource to consolidate learning at the end of a particular 
topic taught in class.  
 
Learners are encouraged to complete the exercises and activities to test their 
understanding and to expose themselves to high quality assessment.  
 
This study guide can also be used by study groups and peer learning groups, 
to prepare for the final NSC examination in this subject. 
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2. How to use this Self Study Guide?  
!

! ! HI7F?+$!)01!'G!%2+0!M''D !

! ! .'/!%'!)01!%21!+*'$0!+$!%2+0!9%)(3!E)+(1!

!

!

!

!

!

Key concepts  

62+0!+*'$!/+FF!(&?/!3')&!?%%1$%+'$!%'!%21!D13!*'$*17%0!/1!?&1!
)0+$4!+$!%2+0!0%)(3!4)+(1;!

! Notes/ Summaries  

62+0!+*'$!/+FF!(&?/!3')&!?%%1$%+'$!%'!%21!$'%10!S!0)>>?&+10!
/2+*2!3')!$11(!%'! 0%)(3;!

!

!

!

Activities  

62+0!+*'$!&1G1&0!%'!%21!?*%+B+%+10!%2?%!3')!>)0%!*'>7F1%1!%'!
%10%!3')&!)$(1&0%?$(+$4!'G!%21!*'$%1$%!3')!0%)(+1(;!

!

!

!

Tips  

62+0!+*'$!&1G1&0!%'!%+70!/1!?&1!02?&+$4!/+%2!3')!%'!M1%%1&!
)$(1&0%?$(!%21!*'$%1$%!'&!?*%+B+%+10;!

!

!

!

Marking Guidelines  

62+0!+*'$!&1G1&0!%'!%21!01*%+'$!/+%2!7'00+MF1!?$0/1&0!G'&!%21!
?*%+B+%+10!?$(!2'/!M10%!%'!2?B1!?$0/1&1(!%21!?*%+B+%+10;!!

!

!

!

Exam practise questions  

62+0!+*'$!&1G1&0!%'!T)10%+'$0!G&'>!7?0%!1I?>+$?%+'$!7?71&0!
3')!*?$!?((+%+'$?FF3!)01!%'!7&17?&1!G'&!%21!%'7+*;!
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3. TOPIC: TOURISM SECTORS !

3.1 Notes/Summaries/Key Concepts  
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Grade 10  Grade 12  Grade 11  

! W'$*17%0!
! 621!+>7'&%?$*1!'G!

>11%+$4!%21!$11(0X!
7&1G1&1$*10X!?$(!
1I71*%?%+'$0!'G!%')&+0%0!
+$!%21!?**'>>'(?%+'$!
01*%'&!?$(!2'/!+%!
+$GF)1$*10!%3710!'G!
%')&+0%0!?$(!%21!7&'G+F1!
'G!%21!%')&+0%!

! HI?>7F10!'G!job 
'77'&%)$+%+10!?B?+F?MF1!
+$!%21!?**'>>'(?%+'$!
01*%'&!!!
!

! 621!+>7'&%?$*1!'G!!!!!
!!!>11%+$4!$11(0X!!!!
!!!7&1G1&1$*10X!?$(!!
!!!1I71*%?%+'$0!'G!%')&+0%0!!!
!!!+$!%21!%&?$07'&%!01*%'&!!
! 9D+FF0!$11(1(!%'!M1!!
!!!0)**100G)F!+$!%21!
!!!%')&+0>!+$()0%&3!!
! H$%&17&1$1)&+?F!!
!!!'77'&%)$+%+10!+$!%21!!
!!!%')&+0>!+$()0%&3!!
! HI?>7F10!'G!N'M!!
!!!'77'&%)$+%+10!+$!%21!!!
!!!!%&?$07'&%!01*%'&!!
!
!

! W'$*17%0!!
! Y&'G100+'$?F!+>?41!+$!

%21!%')&+0>!+$()0%&3!!
! W'$(+%+'$0!'G!

1>7F'3>1$%!!
! 621!7)&7'01!?$(!%21!

B?F)1!'G!?!*'(1!'G!
*'$()*%! !

! HI?>7F10!'G!
*'$(+%+'$0!'G!
1>7F'3>1$%!!

! HI?>7F10!'G!?!*'(1!'G!
*'$()*%! !
 

621!GF'/!(+?4&?>!M1F'/!02'/0!%21!7&'4&100!G&'>!4&?(1!"Z!%'!"-;!AF%2')42!%2+0!+0!?!!

4&?(1!"-!0%)(3!4)+(1X!3')!$11(!%'!M1!G?>+F+?&!/+%2!%21!G')$(?%+'$?F!*'$*17%0!G&'>!!

4&?(1!"Z!?$(!""!M1G'&1!3')!?%%1>7%!%21!4&?(1!"-!*'$%1$%;!
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91%! %+>1! ?0+(1! %'! 0%)(3! %21! >+$(! >?7! M1F'/! %2?%! 1I7F?+$0! %21! F+$D! 'G! %21!
G')$(?%+'$?F!*'$*17%0!+$!E&?(1!"Z!?$(!E&?(1!""!%'!%21!E&?(1!"-!*'$%1$%;!!
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!

THE  
TOURISM INDUSTRY 
!

Tourism Industry examples referred to in 
the Study Guide Booklet:  

A**'>>'(?%+'$!01*%'&!JE&?(1!"ZK !
6&?$07'&%!01*%'&!JE&?(1!""K!

"

6')&+0>!+$()0%&3!1>7F'3110!>)0%!?F/?30!
(+07F?3!7&'G100+'$?F+0>!?$(!(1F+B1&!?$!

1I*1FF1$%!01&B+*1!!
"

6'!M1!7&'G100+'$?F!?$(!
0)**100G)F!+$!%21!%')&+0>!+$()0%&3X!
1>7F'3110!$11(!%'!)$(1&0%?$(!
%21!G'FF'/+$4!?071*%0!?M')%!?!
%')&+0%8!
�x <11(0 !
�x HI71*%?%+'$0!
�x Y&1G1&1$*10!!
�x Y&'G+F1!?$(!%371!'G!%')&+0%!
�x R1?0'$0!G'&!%&?B1FF+$4!

!

621!%')&+0>!+$()0%&3!'GG1&0!>?$3!
*?&11&!'77'&%)$+%+10!1;4;!!N'M0!+$!
%21!2'07+%?F+%3!01*%'&!?$(!%21!
%&?$07'&%!01*%'&;!!#%!?F0'!'GG1&0!
?F'$4!>?$3!1$%&17&1$1)&+?F!
'77'&%)$+%+10!1;4;!!%'!10%?MF+02!?$!
A+&!\S\!'&!?!02)%%F1!01&B+*1;!!

()*+, "
!- "

()*+, "
!! "

Y&'G100+'$?F+0>!
+0!&1GF1*%1(!+$!%21!
+>?41!'G!%21!
M)0+$100!!
JY?41!"PK!!
!
!

()*+, "
!# "

Y&'G100+'$?F+0>!
+0!&1GF1*%1(!+$!%21!
+>?41!?$(!'G!%21!
0%?GG!!
JY?41!-,K!!
!
!

Y&'G100+'$?F+0>!
+0!&1GF1*%1(!+$!%21!
/'&D+$4!
*'$(+%+'$0!'G!%21!
M)0+$100X!M1+$4!
0)>>?&+01(!+$!
%21!*'$%&?*%!'G!
1>7F'3>1$ %!
JY?41!-:K!!
!
!

Y&'G100+'$?F+0>!
+0!&1GF1*%1(!+$!%21!
M12?B+')&!'G!%21!
1>7F'31&!?$(!%21!
1>7F'311!%2?%!+0!
0)>>?&+01(!+$!
%21!W'(1!'G!
W'$()*%!!
JY?41!-LK!!
!
!

What happened to 
all the traffic? 

For our customers we go 
�Z�K�H�U�H���R�W�K�H�U�V���G�R�Q�¶�W�����:�H���J�L�Y�H��
�H�[�W�U�D���H�I�I�R�U�W���W�K�D�W���R�W�K�H�U�V���Z�R�Q�¶�W������
�7�K�H�U�H�¶�V���Q�R���W�U�D�I�I�L�F���M�D�P���R�Q���W�K�H��
extra mile.   

https://za.pinterest.com/pin/63543044715852372/
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!!!!!!!!!!!!!!!!!621!2'%1F!7&'B+(10!%21!!!!!

!!!!!!!!!!!!!!!!!01&B+*1!(accommodation) .!!!

!

!!!!!!!!!!!!!!!!!621!%')&+0%!&1*1+B10!%21!!

!!!!!!!!!!!!!!!!!!%21!01&B+*1;!!

!

!!!!!!!!!!!!!!!!!621!%')&+0>!01&B+*10!

!!!!!!!!!!!!!!!!!J?**'>>'(?%+'$K!+0!!!!! !

!!!!!!!!!!!!!!!!!?B?+F?MF1!%'!%21!%')&+0%!!

!!!!!!!!!!!!!!!!!%'!1$N'3;!!!!

!

This service must be professional and friendly the first time.  

 !!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!![9')&*18! ///;/(&G&11;*'>=0%'*D ]B1*%'&V!

 

 

 

 

 

 

IMPORTANT INFORMATION: !

621!�µ�W�R�X�U�L�V�P���S�U�R�G�X�F�W�¶!+0!?!*'>M+$?%+'$!'G!tangible !?$(! intangible !1F1>1$%0!0)*2!?0!

$?%)&?FX!*)F%)&?FX!?$(!>?$]>?(1!&10')&*10X!?%%&?*%+'$0X!facilities X!?*%+B+%+10X!?$(!

01&B+*10!%2?%!?&1!(1F+B1&1(!M3!71'7F1!/'&D+$4!+$!%21!%')&+0>!+$()0%&3;!!#%!$11(0!%'!0?%+0G3!

%21!*'>>'$!?$(!071*+G+*!$11(0!'G!%21!%')&+0%0;!^1F+B1&3!'G!%21!7&'()*%!JM3!%21!01&B+*1!

7&'B+(1&K!?$(!*'$0)>7%+'$!'G!%21!7&'()*%!JM3!%21!*)0%'>1&K!%?D10!7F?*1!?%!%21!B1&3!

0?>1!%+>1;!!621&1!?&1!$'!'77'&%)$+%+10!G'&!01*'$(!*2?$*10;!621!G+&0%!%+>1!%2?%!%21!

7&'()*%!+0!(1F+B1&1(!>1?$0!%2?%!+%!+0!?F0'!%21!G+$?F!7&'()*%;!#%!+0!+>7'&%?$%!G'&!01&B+*1!

7&'B+(1&0!%'!0%&+B1!%'!'GG1&!excellent service !G+&0%]2?$(!%'!%21!*)0%'>1&;!621&1G'&1X!

7&'G100+'$?F!+>?41!?$(!%21!M12?B+')&!'G!%21!1>7F'3110!?&1!*&)*+?F!G'&!%21!0)**100!'G!?!

%')&+0>!M)0+$100;!W)0%'>1&0!/+FF!&1%)&$!G'&!repeat visits !?$(!07&1?(!7'0+%+B1!word of 

mouth ;!Y&'G100+'$?F+0>!+0!%21!M?*DM'$1!'G!?$3!%')&+0>!M)0+$100;!!!

"

1 3 

2 

Hotel Doodle 
RECEPTION 

01 

02 

03 

http://www.wdrfree.com/stock-vector
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Foundational concepts from Grade 10   

Key concepts  

6_`R#96!<HH^9!!!!!!!!!!!6_`R#96!YRHaHRH<WH9!!!!!!!!!6_`R#96!HbYHW6A6#_<9! !

"

KEY CONCEPTS ! DESCRIPTION!

Tourist needs  62+$40!%2?%!?&1!essential !/21$!%&?B1FF+$4;!62101!?&1!%21!

>?+$!1F1>1$%0!'G!?$!+%+$1&?&3;!

Tourist preferences  R1G1&!%'!/2?%!%')&+0%0!F+D1!?$(!/2?%!%213!/')F(!7&1G1&!%'!

('!'B1&!'%21&!%2+$40;!!

Tourist expectations  621!1I71&+1$*1!%2?%!%')&+0%0!M1F+1B1!%213!/+FF!2?B1!/2+F1!

%213!?&1!'$!�K�R�O�L�G�D�\�����7�R�X�U�L�V�W�V�¶���H�[�S�H�U�L�H�Q�F�H�V���D�U�H���E�D�V�H�G���R�Q��

7&+'&!+$G'&>?%+'$!%213!41%!?M')%!%21+& destination !G&'>!

(+GG1&1$%!0')&*10!1;4;!!/'&(!'G!>')%2 ;!!

 

Examples of needs, preferences and expectations relating to accommodation:  

1. Needs: !A$!1F(1&F3!*')7F1!/')F(!$11(!*'>G'&%?MF1!?**'>>'(?%+'$X!F+D1!?!5]0%?&!

2'%1FX!G'&!%21+&!0%?3;!6213!/+FF!$'%!)01!?!backpacker !?**'>>'(?%+'$!M1*?)01!+%!

/+FF!$'%!M1!*'>G'&%?MF1!G'&!%21!1F(1&F3!*')7F1;!!! 

2. Preferences: !A!3')$4!%')&+0%!/')F(!7&1G1&!%'!0%?3!+$!?%!backpacker hostel &?%21&!

%2?$!+$!?!5]0%?&!2'%1F!M1*?)01!%213!2?B1!?!F+>+%1(!M)(41%!%'!071$(!'$!

?**'>>'(?%+'$;!6213!/')F(!7&1G1&!%'!071$(!>'$13!'$!?*%+B+%+10; 

3. Expectations: A$!1F(1&F3!*')7F1!/')F(!1I71*%!*'>G'&%!?%!%21+&!5]0%?&!

?**'>>'(?%+'$!1;4;!!?! port er!%'!*?&&3!%21+&!F)44?41;!! 

 !

The importance of meeting the needs, preferences,  and expectations of tourists in 

the accommodation sector.  

! ! A$!accommodation establishment !%2?%!>11%0!%21!$11(0X!7&1G1&1$*10!?$(!

1I71*%?%+'$0!'G!%')&+0%0!+0!'GG1&+$4!1I*1FF1$%!*)0%'>1&!01&B+*1!%'!+%0!4)10%0;!#$!%21!

%')&+0>!?$(!2'07+%?F+%3!+$()0%&3X!%21!0)**100!'&!G?+F)&1!'G!%')&+0>!+0!(171$(1$%!'$!

T)?F+%3!01&B+*1!(1F+B1&3;! 

! ! A!M)0+$100!>)0%!1$0)&1!%2?%!+%!(1F+B1&0!'$!%21!marketing promises !>?(1!%'!+%0!

4)10%0;!HI*1FF1$%!*)0%'>1&!01&B+*1!+0!?$!1I71&+1$*1!'G!G11F+$4!B?F)1(!?$(!21?&(;! 

! ! �6�R�P�H�W�L�P�H�V���L�W�¶�V���D�Q���L�Q�W�D�Q�J�L�E�O�H���F�R�P�S�R�Q�H�Q�W���R�I���Z�K�\���D���J�X�H�V�W!>?3!7&1G1&!'$1!%')&+0>!

M)0+$100!'&!2'07+%?F+%3!7&'B+(1&!'B1&!?$'%21&; 

 !
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A family checks in at a hotel. The 

front desk staff provides excellent 

customer service by being friendly 

and helpful.  !

!

!

 !!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!![A(?7%1(!G&'>8!///;'71$%1I%M*;*? V!

 !

�0�D�V�O�R�Z�¶�V���+�L�H�U�D�U�F�K�\���R�I��$11(0!?$(!%&?B1F!>'%+B?%+'$!�L�Q�I�O�X�H�Q�F�H�V���W�R�X�U�L�V�W�V�¶���K�R�O�L�G�D�\���G�H�F�L�V�L�R�Q�V;!

621!%')&+0>!+$()0%&3!>)0%!1$0)&1!%2?%!%2101!$11(0!'G!%21!%')&+0%0!?&1!>1%;!!

 !

!

 !
[9')&*18! ///;0F+(17F?31&;*'>=0F+(1="ZZ,-PPO!!!
!
[9')&*18! ///;2'%1F%1*2&17'&%;*'>V!
!
!
!
!

"

"

"
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Different expectations, needs and preferences of tourists !

621&1!?&1!B?&+')0!&1?0'$0!/23!71'7F1!%&?B1F;!621+&!&1?0'$0!G'&!%&?B1FF+$4!?&1!influenced 

M3!%21+&!$11(0X!7&1G1&1$*10X!�D�Q�G���H�[�S�H�F�W�D�W�L�R�Q�V���R�I���G�L�I�I�H�U�H�Q�W���S�H�R�S�O�H�����7�R�X�U�L�V�W�V�¶��needs ?&1!%21!

0?>1!M1*?)01!%213!?FF!$11(!?**'>>'(?%+'$X!%&?$07'&%X!?$(!G''(;! !

!

Practical example: !!

Cultural tourist ! Adventure tourist !

Needs! A**'>>'(?%+'$X! %&?$07'&%X!?$(!

G''( ;!

A**'>>'(?%+'$X! %&?$07'&%X!?$(!

G''( ;!!

Preferences ! A**'>>'(?%+'$!+$!%'/$0!M)%!*F'01!

%'!*)F%)&?F!attractions .!

A**'>>'(?%+'$!+$!%21!$?%)&?F!

0)&&')$(+$40X!$1?&!%'!%21!

?*%+B+%+10;!

Expectations ! 6213!/+FF!%?0%1!F'*?F!*)+0+$1!?$(!

1I71&+1$*1!F'*?F!%&?(+%+'$0;!!!

6?D1!7?&%!+$!?*%+B+%+10!1;4;!!

bungee jumping X!absei ling, !

?$(! hiking .!
!

"

TOURIST PROFILE!

Y&'G+F+$4!'G!%')&+0%0!>1?$0!%21!4?%21&+$4!'G!+$G'&>?%+'$!?M')%!%21!%')&+0%;!a'&!1I?>7F1X!

+$G'&>?%+'$!&1F?%1(!%'!2+0!nationality X!occupation X!F?$4)?41X!G''(X!?$(!7&1G1&1$*10;!!62+0!

21F70!%'!)$(1&0%?$(!%21!%')&+0%!%'!>?D1!%21+&!0%?3!>'&1!*'>G'&%?MF1;!#%!+0!7?&%+*)F?&F3!

1001$%+?F!G'&!G'&1+4$!%')&+0%0;!!621!sustained growth !'G!%21!%')&+0>!+$()0%&3!+$B'FB10!

7&'()*%!(1B1F'7>1$%!?**'&(+$4!%'!%21!%?&41%!>?&D1%;!! 

 [A(?7%1(!G&'>!///;'/F41$;+$ V!

A!M?0+*!tourist profile !*'$%?+$0!%21!G'FF'/+$4!+$G'&>?%+'$8!

! ! <?>1 !

! ! <?%+'$?F+%3!

! ! A41!

! ! W'$%?*%!(1%?+F0!1;4;!!?((&100!?$(!%1F172'$1!$)>M1&!

! ! \)(41%! !

! ! _**)7?%+'$!

! ! <11(!?$(!7&1G1&1$*10X!G'&!1I?>7F1X!?(B1$%)&1X!07'&%X!1()*?%+'$X!*)F%)&?F!

! ! 971*+G+*!&1T)+&1>1$%0!0)*2!?0!?**'>>'(?%+'$X!%&?$07'&%X!'&!G''( !

! ! 621!F1$4%2!'G!%21!%&+7X!?&&+B?FX!?$(!(17?&%)&1!(?%1;!

Travel agents !(&?/!)7!%')&+0%!7&'G+F10!'G!%21+&!*F+1$%0!?$(!)010!%2+0!+$G'&>?%+'$!/21$!

7F?$$+$4!%&+70!G'&!%21>;!62+0!/+FF!1$0)&1!%2?%!%21!071*+G+*!$11(0!'G!%21!%')&+0%!?&1!>1%;!

 [9')&*18! ///;==+-;/7;*'>=+>?41 V!
"



!

!! "
"

A$!1I?>7F1!'G!?!%')&+0%!7&'G+F1!G'&!?!cultural tourist:!

!

Photo   

 

Name 62?M+0'!CF?$41$+!

Age ,P !

Gender  C?F1!

Residential address  "LZ!\'>M?!9%&11%X!\?D1$7?&DX!\1%2F121>X!PQZZ!

Contact numbers  ZL"!,5L!P::Q=Z""!,-P!5::L !

Nationality  9')%2!AG&+*?$!

Occupation  H()*?%'&!

Departure date  "Z!^1*1>M1&!-Z-- !

Desired destination  913*21FF10!

Duration of stay  -Z!(?30 !

Reason for visit  6'!B+0+%!*)F%)&?F!?%%&?*%+'$0!+$!c+>7'7'!

Budget  R!":!ZZZXZZ!

Special 

interest/hobbies  

6&?(+%+'$?F!(?$*10X!?&%!?$(!G''(X!>)01)>0X!2+D+$4X!F1+0)&1X!

02'77+$4!

Needs and preferences !

Accommodation  , ]0%?&!2'%1FX!A+&!\S\! !

Travel  Y)MF+*!%&?$07'&%!

Food  ^+?M1%+*!

Allergies  <)%0!

Next of kin ! C'%21&8!d'0172+$1!CF?$41$+8!ZL,!,-Z!:O5P!

 [9')&*18! ///;U?;7+$%1&10%;*'>V!

"

"

"

"

 !

!

!



!

!# "
"

Job opportunities and careers in the accommodation sector:  

 !

HI?>7F10!'G!N'M!opportunities !?$(! career !7?%20!+$!%21!?**'>>'(?%+'$!01*%'&;!

!

!

!

!

!

!

!

!

 [9')&*18! ///;0%)(3;*'>=?*?(1>3 V!
 !

 

 

Porter  

Restaurant 
manager  

Waitress  

Waiter  

Concierge  

Room 
service 
manager    

Executive chef   

Front desk  
staff    

Cook    

Spa manager   

Supervisor    Conference 
manager   

House 
Keeping     

Hotel  
manag er    

Marketing 
manager  

Did you know? 
The number of available hotel rooms in  

2020 in South Africa was 69 600. 
"

Did you know? 
The cheapest type of accommodation in 

South Africa is a backpacker hostel at about 
R120.00 per person per night"



!

!1 "
"

Foundational concepts from Grade 11   

 

Key concepts  

 

SKILLS         

ENTREPRENEURIAL OPPORTUNITIES 

JOB AND CAREER OPPORTUNITIES !

 

  !  

KEY CONCEPTS ! DESCRIPTION!

Skills needed in the 

transport sector  

621!?M+F+%3!%'!>?D1!?!4''(!+>7&100+'$!/+%2!*)0%'>1&0;!!

6213!>)0%!M1!*')&%1')0!%'!*)0%'>1&0X!2?$(F1!%21+&!

T)1&+10!?$(!+00)10!+$!?$!1?03]4'+$4!>?$$1&!?$(!

(1>'$0%&?%1!?!D11$!D$'/F1(41!'G!%21!*'>7?$3e0!7&'()*%0!

?$(!01&B+*10;!

Entrepreneurial 

opportunities  

A!71&0'$!/2'!0110!?$!'77'&%)$+%3!'G!'71$+$4!?!$1/!

M)0+$100;!!.1!+$B10%0!>'$13!+$!%21!M)0+$100!?$(!D$'/0!

%2?%!+%!+0!?!G+$?$*+?F!&+0D;!!!

Job and career 

opportunities  

d'M!B?*?$*3='71$+$4!?%!?!M)0+$100;!!!

 

!

! ! ! !

Tourist expectations from the transport sector  !

! ! 9?G1%38!621!?M+F+%3!%'!1F+>+$?%1!7230+*?F!&+0D!

! ! W'>G'&%!

! ! Y&'G100+'$?F+0>!!

! ! !AGG'&(?M+F+%3!

! ! E''(!01&B+*1 !

! ! W')&%103 !

! ! R1F+?M+F+%3!

!

!

!

! [9')&*18!///;/(&G&11;*'> ]! !

!  

 

 

 

 

!

!



!

!$ "
"

Soft skills needed to be successful in the tourism sector: ! !

 

Soft skills !?&1!71&0'$?F!

T)?F+%+10!%2?%!?!71&0'$!>)0%!

2?B1!%'!M1!0)**100G)F!+$!?!N'M; 

!

! ! [9')&*18! ///;N04+$*;*'> V! !

!

!

! ! !!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!![9')&*18! ///;/+D+N'M;*';)D V !

"

"

"

"

"

"

"

"



!

!%"
"

Examples of job opportunities in the transport sector.  !

 !

!

!

!

!

!

!

!!

 

!

!

!

!

!

!

!

!

! !

!

!

!

!

!

!

! ! [9')&*18! ///;4+FM1&%7?&(F?;/'&(7&100;*'>V! !

! ! ! !

"

"

"

Cabin 
crew  

Air traffic 
controller   

Logistic 
manager  

Booking 
agent   

Customs 
official    

Cruise 
ship 

steward   

Fitness 
staff    

Rental 
agent     

Bus 
driver       

Cabin  
Attend ants  

Chef 

Company 
manager     

Mechanics     

Entertainers     

Tour guide    

Medical 
personnel  

�6�K�L�S�¶�V��
purser     Child 

minders      

Security 
official  

Train 
operator  



!

!' "
"

Entrepreneurship characteristics needed in the tourism industry   !

 !

 [9')&*18! ///;+$(11(;*'>=*?&11& ]?(B+*1V !

621!initial step !%'!M1*'>1!?$! entrepreneur !+0!%'!011!?$!'77'&%)$+%3!?$(!M1!?MF1!%'!

%?D1!?!&+0D;!!621 prospective !1$%&17&1$1)&!02')F(!2?B1!%21!G'FF'/+$4!

characteristics 8!!!

! ! ^1%1&>+$1(X!M1F+1B1!+$!/2?%!3')!?&1!('+$4!?$(!2?B1!%21!&+42%!?%%+%)(1!

! ! ^1*+0+'$!>?D1&!]!>?D1!%2')42%G)F!(1*+0+'$0!!

! ! 97'$%?$1')0!?$(!GF1I+MF1!!

! ! AMF1!%'!&107'$(!%'!7&'MF1>0!?$(!$1/!+(1?0!+$!?!*&1?%+B1!/?3!!

! ! R107'$0+MF1!�±!/+FF+$4!?$(!?MF1!%'!>?D1!2?&(!(1*+0+'$0X!%?D1!&107'$0+M+F+%3!G'&!

/&'$4!(1*+0+'$0!! !

! ! #$(171$(1$%!�±!?MF1!%'!/'&D!?F'$1!

! ! Y1&01B1&?$*1;!!@117!4'+$4!1B1$!+G!%21&1!?&1!*2?FF1$410!

! ! 91FG]0%?&%1&;!W?$!0%?&%!'$!2+0!'/$!/+%2')%!?00+0%?$*1!

!

!

 

 

 

 

 

 

 

 

 

!

 

 

[9')&*18! ///;+$(11(;*'>=*?&11& ]?(B+*1V! !

 !



!

!. "
"

Specific skills needed to be a successful entrepreneur  

! ! 9?F10!?$(!>?&D1%+$4!0D+FF0!�±!#(1$%+G3!?$(!&1?*2!%21!target market .!!

! ! 91FG]>'%+B?%+$4!0D+FF0!]!91%!*F1?&!goals !?$(!*'>1!)7!/+%2!$1/!+(1?0!?$(!

+>7F1>1$%!+%;!

! ! 6+>1!>?$?41>1$%!0D+FF0!]!C?$?41!3')&!%+>1!/1FF;!

! ! A(>+$+0%&?%+'$!0D+FF0!?$(!>?$?41>1$%!0D+FF0!�±!621!?M+F+%3!%'!multitask !?$(!

delegate !&107'$0+M+F+%+10!%'!1>7F'3110;!

! ! 61?>/'&D!?$(!F1?(1&02+7!0D+FF0!]!\1!?!0)71&B+0'&!?$(!?!%1?>!>1>M1&;!

! ! Communication !?$(!F+0%1$+$4!0D+FF0!]!Attentive !F+0%1$+$4!?$(!?*%+B1!

7?&%+*+7?%+'$!()&+$4!>11%+$40;!

! ! W)0%'>1&!01&B+*1!0D+FF0!�±!621!0D+FF0!&1T)+&1(!%'!7&'B+(1!?!4''(!01&B+*1!%'!3')&!

*)0%'>1&0;!

! ! a+$?$*+?F!0D+FF0!�±!C?$?4+$4!3')&!G+$?$*+?F!?071*%0!'G!3')&!'&4?$+U?%+'$;!

! ! A$?F3%+*?F!?$(!7&'MF1>]0'FB+$4!0D+FF0!]!a+$(+$4!0'F)%+'$0!%'!*2?FF1$410;!A77F3+$4!

*&1?%+B1!%2+$D+$4!%'!(1B1F'7!0%&?%14+10!%'!?*2+1B1!3')&!M)0+$100!4'?F0;!

! ! W&+%+*?F!%2+$D+$4!0D+FF0!�±!HB?F)?%+'$!?$(!+>7F1>1$%?%+'$!'G!*2?$410!%'!+>7&'B1!

%21!M)0+$100!0%&?%14+10;!

! ! YF?$$+$4!0D+FF0!�±!HGG1*%+B1!7F?$$+$4!%'!1$2?$*1!0)**100G)F!M)0+$100!'71&?%+'$0;!

!

 !

!

!

!

!

!

!

!

!

 ! !!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!![9')&*18! ///;>3B1$%)&17?(;*'> V! !

 ! ! !

 !

!

!

!

! !

 

 

 



!
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Grade 12 

Key concepts  

 PROFESSIONAL IMAGE                  LOGO                             SLOGAN  !

 !

KEY CONCEPTS ! DESCRIPTION!

Professional image  621!image !'G!%21!%')&+0>!M)0+$100!?$(!%21!

1>7F'3110!M?01(!'$!?771?&?$*1X!?*%+'$0!&17)%?%+'$;!!

Logo  621!logo !+0!%21!03>M'F!%2?%!%21!%')&+0>!M)0+$100!+0!

+(1$%+G+1(!/+%2;!!#%!+0!)0)?FF3!?!(10+4$!'&!7+*%)&1;!!

Slogan  621!slogan !+0!?!*?%*23!72&?01!)01(!M3!%21!%')&+0>!

M)0+$100!%'!>?&D1%!%21!M)0+$100;!!
!

!

 

Factors that are essential to present a positive professional image:  

! ! E''(!01&B+*1! !

! ! f)?F+%3!7&'()*%0!!

! ! g?F)1!G'&!C'$13!!

! ! Y&'G100+'$?F+0>!?$(!1I71&%+01 !

! ! HGG+*+1$*3!!

!  

 

 

 

 

 

 

 

 

 

 

 

! [9')&*18! /// 24?&(1$]*')&%]2?%G+1F(]2'%1F]7&1%'&+?;M''D1(;$1%=3"
[9')&*18! ///;41>1+*;%'7=7&'()*%0;?07IhV  

! !

 

 

 

Professional 
image in the 

tourism 
industry  

The image 
of the staff   

The image 
of the 

company   

http://www.garden-court-hatfield-hotel-pretoria.booked.net/


!

!0 "
"

A. The image of the company:  

6')&+0>!M)0+$10010!$11(!%'!7&101$%!?!*1&%?+$!+>?41!?M')%!%21>01FB10;!!62+0!+>?41!

$11(0!%'!*&1?%1!7'0+%+B1!%2')42%0!/+%2!%21!*)0%'>1&0;!62+0!+0!D$'/$!?0!branding.  

 

The name of the business:  

Y'%1$%+?F!*)0%'>1&0!$11(!%'!&1*'4$+01!%21!$?>1!'G!%21!M)0+$100;!!!

! ! W)0%'>1&0!?00'*+?%1!%21!$?>1!/+%2!?!7&'()*%!1;4;X!aF39?G?+&!&1G1&0!%'!?!M)(41%!

?+&F+$1!!

! ! 621!$?>1!*?$!M1!+$%1&10%+$4X!*?%*23X!?$(!1?03!%'!&1>1>M1&!1;4;X!<?%+'$?F!Y?&D!

1I7F?+$0!/2?%!+0!'GG1&1(;!!!

!

! [9')&*18! ///;(?((30(1?F0;*';U? V!

[9')&*18! ///;0?%0?;*'>=0?$7?&D0 V"

"

Logo of the business:  

621!F'4'!+0!)01(!'$!%21!*'>7?$3!/1M0+%1X!F1%%1&21?(0X!+$B'+*10!?$(!?$3!>?&D1%+$4!'&!

7&'>'%+'$?F!>?%1&+?F;!!!!

"

Slogan of the business:  

621!0F'4?$!G+%0!+$!/+%2!%21!F+$1!'G!M)0+$100!?$(!+0!1?03!%'!)$(1&0%?$(;!!!

!  

  

 

 

                     

  Logo  

 

  Slogan  

! !

[9')&*18! ///;U?;7+$%1&10%;*'>V!

!  

 

 



!
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Website of the business:   

! ! A!website !+0!?!7F?*1!'$!%21!#$%1&$1%!/21&1!?!71&0'$!*?$!G+$(!+$G'&>?%+'$!'$!?!

071*+G+*!M)0+$100;!!!

! ! 621!/1M0+%1!4+B10!+$G'&>?%+'$!?M')%!%21!F'*?%+'$!'G!%21!M)0+$100X!M)0+$100!2')&0X!

7&'()*%0X!?$(!01&B+*10!'$!'GG1&;!

! ! i1M0+%10!?&1!+$%1&$?%+'$?FX!%2?%!>1?$0!%2?%!>?&D1%+$4!'G!%21!M)0+$100!+0!4F'M?F;!!!

! ! i1M0+%10!>)0%!M1!)7(?%1(!'$!?!&14)F?&!M?0+0!%'!&1GF1*%!$1/!+$G'&>?%+'$!'&!

*2?$410!?M')%!%21!M)0+$100;!

! ! i1M0+%10!02')F(!M1!?%%&?*%+B1!?$(!1?03!%'!)01;!!!

! ! 621!home page !0)>>?&+010!%21!M)0+$100!?$(!/2?%!+%!('10;!!

! ! _%21&!F+$D0!>?3!�L�Q�F�O�X�G�H�����³�$�E�R�X�W���X�V�´�����³�&�R�Q�W�D�F�W���X�V�´�����³�(�Q�Y�L�U�R�Q�P�H�Q�W�D�O���S�U�D�F�W�L�F�H�V�´��!

!

911!M1F'/!%21!/1M0+%1!2'>1!7?41!'G!9A!6')&+0> 8!!

i1M0+%1!?((&1008!///;0')%2?G&+*?;$1%!

!  

!

!

 

! !!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!![9')&*18! ///;0')%2?G&+*?;$1%=U?=1$V!

"

"

"

"

"

!!!!!^+0*'B1&!%21!71&G1*%!2'F+(?3!



!

#! "
"

Stationery:  

! ! 9%?%+'$1&3!+0!)01(!G'&!G'&>?F!*'>>)$+*?%+'$!?$(!7&'>'%+'$!'G!%21!%')&+0>!

M)0+$100;!!

! ! 621!$?>1!'G!%21!M)0+$100!?$(!*'$%?*%!(1%?+F0!02')F(!M1!+$*F)(1(!+$!%21!

(1%?+F0!&1GF1*%1(!'$!%21!0%?%+'$1&3;!!

! ! 9%?%+'$1&3!+$*F)(10!F1%%1&21?(0X!M)0+$100!*?&(0X!1$B1F'710X!71$0X!1%*;!!!

! ! c1%%1&21?(0!02')F(!&1GF1*%!%21!$?>1!'G!%21!M)0+$100X!F'4'X!0F'4?$X!?((&100X!

*'$%?*%!(1%?+F0X!gA6!$)>M1&!?$(!%21!$?>10!'G!%21!(+&1*%'&0;!!

!  

Letterhead  

 

 

Business card   

 

 

Envelope  

 
!
!
!

!
! ![A(?7%1(!G&'>8!///;0%'*DF?3')%0;*'> V!

Marketing material and product packaging  

! ! A(B1&%+01>1$%0X!+$G'&>?%+'$!pamphlets !?$(!7'0%1&0!G'&>!7?&%!'G!>?&D1%+$4!

>?%1&+?F!!!

! ! \?40X!M'I10!?$(!/&?77+$4!>?%1&+?F!G'&>!7?&%!'G!7&'()*%!7?*D?4+$4;!

AFF!%21!>1$%+'$1(!*'>7'$1$%0!02')F(!&1GF1*%!%21!M&?$(!+>?41!'G!%21!M)0+$100;!!!

!
 

!

!

!

!

!

!

!

 

 

Brochures  

 

 

 

 

 

 

Posters  



!

##"
"

!  

 

 

 

 

 

Magazines  Product packaging  

! !

Physical appearance of the business:  

621!7&1>+010!02')F(!&1GF1*%!%2?%!%21!M)0+$100!+0!1GG+*+1$%!?$(!G)$*%+'$0!/1FF;!!#%!02')F(!M1!

*F1?$X!/1FF!>?+$%?+$1(X!%+(3!?$(!/1FF!F+%;!!W)0%'>1&0!>)0%!G11F!/1F*'>1!?%!%21!M)0+$100;!!

621!$?>1!'G!%21!M)0+$100!?$(!%21!F'4'!02')F(!M1!*F1?&F3!(+07F?31(;!!!

!  

 

 

 

 

 

 

 

 

! [9')&*18! ///;M''D+$4;*'>=2'%1F V!

[9')&*18! ///;U?;7+$%1&10%;*'>V!

! !

Customer service policies:  

W)0%'>1&! 01&B+*1! 02')F(! ?F/?30! +$*F)(1! +$%14&+%3X etiquette, ! ?$(! 7&'G100+'$?F+0>;! 621!

*)0%'>1&!01&B+*1!7'F+*3!/+FF!')%F+$1!/2?%!%21!*)0%'>1&0!*?$!1I71*%!G&'>!%21!0%?GGX!2'/!%21!

0%?GG!02')F(!(1?F!/+%2!*)0%'>1&0!?$(!2'/!%'!(1?F!/+%2!*'>7F?+$%0!1GG1*%+B1F3;!

!  

Environmental policies:  

621!1$B+&'$>1$%?F!7'F+*3!')%F+$10!2'/!%21!M)0+$100!>?$?410!+%0!?*%+B+%+10!%'!&1()*1!%21!

+>7?*%!'$!%21!$?%)&?F!1$B+&'$>1$%;!#%!')%F+$10!1$1&43]1GG+*+1$*3X!>?$?4+$4!/?%1&!

&10')&*10X!&1()*%+'$!+$!7'FF)%+'$!?$(!(+07'0?F!'G!/?0%1!+$!?$!1$B+&'$>1$%?FF3!G&+1$(F3!/?3;!! !

"

"

"

http://www.booking.com/hotel


!

#1"
"

"

B. The image of the staff:  

! ! 621!+>?41!'G!%21!0%?GG!&1G1&0!%'!%21!7&'G100+'$?F!?771?&?$*1!!

?0!/1FF!?0!%21!conduct JM12?B+')&K!'G!%21!0%?GG;!!

H>7F'3110!'G!?!%')&+0>!M)0+$100!2?B1!

*'$%?*%!?$(!*'>>)$+*?%+'$!/+%2!%21!*)0%'>1&0;!!!

#%!+0!%21!&107'$0+M+F+%3!'G!%21!1>7F'3110!%'!*'$B13!!

?!7&'G100+'$?F!+>?41;!!

! ! �$���F�X�V�W�R�P�H�U�¶�V���I�L�U�V�W���L�P�S�U�H�V�V�L�R�Q���L�V���X�V�X�D�O�O�\���E�D�V�H�G���R�Q���W�K�H���L�Q�W�H�U�D�F�W�L�R�Q���Z�L�W�K��front line 

staff ;!A!*)0%'>1&!/+FF!$'%!M)3!?$(!0)77'&%!?!M)0+$100!+G!%21+&!G+&0%!+>7&100+'$!?$(!

1I71&+1$*10!?&1!$14?%+B1;!!

! ! A!7&'G100+'$?F!?771?&?$*1!+0!1$2?$*1(!J+>7&'B1(K!M3!M1+$4!/1FF]4&''>1(;!!_%21&!

2?M+%0!%2?%!02')F(!M1!?B'+(1(!?%!%21!7F?*1!'G!1>7F'3>1$%!+$*F)(1!%21!*21/+$4!'G!

4)>!?$(!)0+$4! offensive !F?$4)?41;!!!

!  

Uniforms and dress code:  

! ! A!)$+G'&>!*'$%&+M)%10!%'!%21!7&'G100+'$?F!+>?41!?$(!M&?$(+$4!'G!%21!M)0+$100;!!

! ! `$+G'&>0!02')F(!?F/?30!M1!*F1?$X!$1?%X!/1FF]G+%%+$4X!?$(!/1FF]+&'$1(;!!!

! ! A!(&100!*'(1!+0!)01(!/21$!%21!M)0+$100!('10!$'%!2?B1!?!)$+G'&>!G'&!%21!0%?GG;!!!

!  

Kruger National Park game rangers:    

 

.?%!%2?%!G'&>0!7?&%!'G!%21!)$+G'&>!!
!
Epaulettes !/+%2!%21!F'4'!'G!%21!!
@&)41&!<?%+'$?F!Y?&D!!
!
9)+%?MF1!*F'%210!G'&!/'&D!*'$(+%+'$0!!

! [9')&*18! ///;0?$7?&D0;'&4 V!

9)4410%1(!)$+G'&>!G'&!%21!G&'$%F+$1!0%?GG!?%!?!2'%1F!

!

6?D1!$'%1!'G!%21!(+GG1&1$*1!M1%/11$!%21!)$+G'&>!'G!%21!7?&D!&?$41&0!

?4?+$0%!%21!front desk !1>7F'3110;!621!&1071*%+B1!/'&D+$4!*'$(+%+'$0!

/+FF!(1%1&>+$1!%21!0)+%?M+F+%3!'G!%21!)$+G'&>;!!!!!!!!!!!!!!!!!!!

! [9')&*18! ///;%'72?%+>?41/1?&;*'> V"

 
Did you know? !
.'%1F!1>7F'3110!
%2?%!?&1!/1?&+$4!

)$+G'&>0X!?&1!>'&1!
1GG+*+1$%!+$!('+$4!

%21+&!N'M0;!
!



!

#$"
"

! "

Personal hygiene and grooming:  

621!D13!%'!71&0'$?F!hygiene !?$(! grooming !+0!%'!M1!*F1?$!?$(!$1?%X!&14?&(F100!'G!%21!

*'$%1I%!'&!%21!(&100!*'(1!'G!%21!/'&D7F?*1;!

W2?&?*%1&+0%+*0!+$*F)(18!!

! ! .?+&!%2?%!+0!/?021(!?$(!$1?%F3!*'>M1(!

! ! a&102!M&1?%2!

! ! <'!M'(3!'(')&! !

! ! i1FF]7'F+021(!02'10!

! ! Y'*D1%0!%2?%!?&1!$'%!M)F4+$4!!

! ! c+>+%1(!?$(!?77&'7&+?%1!N1/1FF1&3!

!

 

! [A(?7%1(!G&'>!///;(&100+$4 ]G'&]0)**100;MF'407'%;*'> V!
! ! [9')&*18! ///;(&1?>0%+>1;*'> V!

[A(?7%1(!G&'>!///;?77?(B+*1;*'>=?77=$?+F ]?&%]0?F'$V"
 

 

 

 

 

Looking presentable requires a bit 
more than putting on a new suit.   

 
You should be clean shaven before 
your interview.  If you wear facial hair, 
ensure it is well-groomed.  

 
Makeup should be minimal and natural.  
Neutral shades and a single coat of 
mascara is appropriate.     

 
Clean nails are required.  Women 
should choose a natural shade of nail 
polish.   

Did you know?"Male 
grooming is the fastest 
growing segment in the 
personal care market "

"



!

#%"
"

Interaction with customers:  

! ! 971?D!/1FF!'G!%21!M)0+$100!?$(!M12?B1!+$!0)*2!?!/?3!%2?%!%21!+>?41!'G!%21!

M)0+$100!*&1?%10!?$!+>7&100+'$!'G!0)**100X!&1071*%X!?$(! capability .!!

! ! AB'+(!0>'D+$4!+$!G&'$%!'G!*)0%'>1&0;!!

! !

Communication skills:  

! ! \1!?)(+MF1!?$(!D117!3')&!%'$1!/?&>!?$(!G&+1$(F3;!!

! ! ^'!$'%!071?D!%''!G?0%!/21$!*'>>)$+*?%+$4!/+%2!G'&1+4$1&0;!!!

! ! ^'!$'%!)01!0F?$4!'&!M?(!F?$4)?41;!!

! ! W'>>)$+*?%+'$!02')F(!?F/?30!M1!7&'G100+'$?FX!*'$G+(1$%X!?$(!2'$10%;!

! ! 61F172'$1!1%+T)1%%1!?$(! netiquette !J%21!*'&&1*%!'&!?**17%?MF1!/?3!'G!)0+$4!%21!!!!!!

!!!!!!+$%1&$1%K!02')F(!M1!G'FF'/1(;!!!

! ! \'(3!F?$4)?41!>)0%!M1!?77&'?*2?MF1!?$(!7&'G100+'$?F;!

! ! @117!131!*'$%?*%!?$(!>?+$%?+$!?$!?77&'7&+?%1!0'*+?F!(+0%?$*1!/21$!+$%1&?*%+$4!

/+%2!*)0%'>1&0;!!

"

[9')&*18! ///;7'F+$1?00'*+?%10;*'> V!
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Conditions of employment:  

W'$(+%+'$0!'G!1>7F'3>1$%!&1G1&0!%'8!!!�Ì !i21&1!3')!/'&D !

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!�Ì !i2?%!3')!(' !

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!�Ì !j')&!/'&D+$4!2')&0!! !

!

A!*'$%&?*%!'G!1>7F'3>1$%!+0!%21!?4&11>1$%!M1%/11$!%21!1>7F'31&!?$(!%21!1>7F'311!G'&!?!

071*+G+*!N'M;!!!

!

\1F'/!?&1!%21!?071*%0!'G!?!*'$%&?*%!'G!1>7F'3>1$%;!!!

"

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

! !

!

Working hours: the hours per week that the 
employee should work.  Employees that work on 
Saturdays, Sundays and public holidays are paid 
extra. This is called overtime.   
In the tourism industry, an employee is usually 
expected to work 45 hours per week. 

""

Core duties: 
The main duties that the company 
expects the employee to perform while 
working. 

Remuneration and deductions: 
Remuneration is also known as pay, 
wages or salary.  The amount of 
money that the employee receives for 
�D���P�R�Q�W�K�¶�V���Z�R�U�N�� Deductions refer to 
the amount of money taken from the 
salary e.g. tax, medical aid and 
pension fund; 

Professional accountability and responsibility:  
Employees can be held accountable for actions 
while at work, e.g.  serving hot beverages to 
passengers without warning them you can be held 
accountable for injuries.   !

CONTRACT OF 
EMPLOYMENT  

Service ethics: Honesty, integrity, 
confidentiality, respectfulness and 
obedience to the law.  

Basic Conditions of Employment Act: 
(BCEA): The Act used by companies 
that outlines the stipulations that 
should form part of the Contract of 
Employment.  



!
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!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

 

 

 

 

 

 

 

 

 

 

Uniform allowances: 
When the business 
requires the employees to 
wear a uniform. The 
employer will provide it for 
free or give a uniform 
allowance.  

Travel benefits: this is a 
common use in the travel 
industry.  The employees 
can either get discounted 
rates, time off to travel or 
even a free trip. 

"

Leave: The period when employees are allowed to be away from their workplace for different 
reasons.   
�x! Annual leave:  The number of days per year that employees are paid for, without working.   
�x! Sick leave:  Can be taken when illness is the cause of an employee not being at work.  

A medical certificate should be produced after 2 days of absence.    
�x! Maternity leave: An employee may be at home for a specific time �± before and after a 

baby was born.   
�x! Family-responsibility leave: Applicable with the death of a family member or illness of  

a child or an immediate family member. 

Termination of service: The 
action of bringing the contract 
to an end.  It can be from the 
�H�P�S�O�R�\�H�H�¶�V���V�L�G�H�����U�H�V�L�J�Q�D�W�L�R�Q����
�R�U���I�U�R�P���W�K�H���H�P�S�O�R�\�H�U�¶�V���V�L�G�H������
The employee should give 
�R�Q�H���P�R�Q�W�K�¶�V���Q�R�W�L�F�H�� 

CONTRACT OF 
EMPLOYMENT  

Fringe benefits: Other 
benefits that an 
employee can expect 
while employed, e.g. 
discounted travel, petrol 
allowances, cell phone 
costs. 
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Code of conduct:  

! !

i2?%!+0!?!Code of Conducth!!

! ! #%!+0!?!01%!'G!7&+$*+7F10!'&!&)F10!J7&'%'*'FK!%2?%!+0!*'$0+(1&1(!M+$(+$4!%'!%21!!

!!!!!1>7F'311; !

! ! #%!')%F+$10!%21!1I71*%1(!M12?B+')&!'G!?$!1>7F'311;!!

! ! #%!&1F?%10!%'!%21!7)&7'01!'G!%21!*'>7?$3;!#%!%?D10!%21!?+>0!?$(!%21!!!!!

!!!!!'MN1*%+B10!'G!%21!M)0+$100!+$%'!*'$0+(1&?%+'$;!!!

! !

! !

!

!

! !

The purpose of the Code of Conduct:  

! ! _)%F+$10!%21!M12?B+')&!'G!%21!0%?GG!/2+F1!71&G'&>+$4!%21+&!()%+10;!!

! ! E+B10!4)+(?$*1!%'!0%?GG!>1>M1&0!/21$!G?*1(!/+%2!ethical challenges. !!

! ! .1F70!1>7F'3110!%'!?*%!&107'$0+MF3;!

! ! .1F70!%'!0'FB1!7&'MF1>0!?%!%21!/'&D7F?*1;!

! ! Y&'%1*%0!%21!M)0+$100!G&'>!F?/0)+%0!?$(!1$0)&1!4''(!/'&D7F?*1!?$(!7)MF+*!!

!!!!!&1F?%+'$0;!!

! ! A*%0!?0!%21!G?*1!'G!%21!M)0+$100!%2?%!%21!7)MF+*!0110;!!

! ! �,�W���L�V���X�V�H�G���D�V���D���U�H�I�H�U�H�Q�F�H���I�R�U���D���E�X�V�L�Q�H�V�V�¶���S�U�R�S�R�V�H�G���F�R�X�U�V�H���R�I���D�F�W�L�R�Q���±!/21$ !

!!!!!%21!?*%+'$!+0!T)10%+'$1(;!!!

! !

!

!

!

!

!

!

W_^H!_a!W_<^`W6!

g?F)1!Y)&7'01



!
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The value of the Code of Conduct:   

! ! #%!*&1?%10!?!collaborative !?$(! cooperative ?%>'0721&1;!!

! ! A00+0%0!+$!%21!7&'>'%+'$!'G!+$%14&+%3!+$!%21!M)0+$100;!!

! ! _)%F+$10!%21!?4&11(])7'$!M12?B+')&0!?$(!>1%2'(0!'G! '71&?%+'$;!

! ! c1?(0!%'!M1%%1&!71&G'&>?$*1!/21$!+$!F+$1!/+%2!%21!?+>0!?$(!'MN1*%+B10!'G!%21!!

!!!!!!M)0+$100;!!

! ! .1F70!%'!*&1?%1!?!4''(!*'>7?$3!*)F%)&1!M1*?)01!%21!1>7F'3110!D$'/!/2?%!

!!!!!+0!1I71*%1(!G&'>!%21>;!

! ! H0%?MF+0210!4''(!*'>>)$+*?%+'$!M1%/11$!%21!1>7F'31&!?$(!%21!1>7F'311;!

! ! 9%?%10!%21!B?F)10!?$(!M1F+1G0!'G!%21!M)0+$100;!

! ! #>7F1>1$%?%+'$!'G!*'(1!'G!*'$()*%!*'$%&+M)%10!%'!7'0+%+B1!publicity !?$(!?%%&?*%0!!!!!

!!!!!!!>'&1!*)0%'>1&0;! !

! !

Common features of a code of conduct: (principles)  

! ! H>7F'3110!?&1!1I71*%1(!%'!M1!2'$10%;!!

! ! 91&B+*10!?$(!7&'()*%0!'GG1&1(!M3!%21!!

!!!!!!M)0+$100!02')F(!M1!0?G1;!

! ! .1?F%2!?$(!0?G1%3!F?/0!?&1!?F/?30!G'FF'/1(;!!

! ! A(B1&%+01>1$%0!?&1!%&)%2G)F;!!

! ! <'!2?&>!+0!*?)01(!%'!%21!1$B+&'$>1$%!M3!%21!

!!!!!M)0+$100;!!

! ! <'! discrimination !+$!%21!/'&D7F?*1!�±!41$(1&X!*)F%)&1X!&?*1X!'&!7230+*?F!?M+F+%3;!!

! !

!

!

!

!

!

!

!

[9')&*18! ///;72'1$+I*4;*'>V !

! !

!

!

!

!

!



!

1- "
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Study the two examples of a code of conduct.   

";!!!!!.'07+%?F+%3!01*%'&!�±!&10%?)&?$%!0%?GG!!

-;!!!!!6&?$07'&%!01*%'&!�±!*&)+01!F+$1&!*&1/!!

EXAMPLE 1:  CODE OF CONDUCT  

Hospitality school - Restaurant staff   

 

! [A(?7%1(!G&'>8!///;2'07+%?F+%3]0*2''F;*'>= 3"

"

! !
!
!
!

issuing a new one. 

manners. 
use only the 

You are not allowed to wear Hotel uniforms outside 

the Hotel premise at any time. Wear a uniform 

outside the hotel premises if it is a part of your job or 

if you are performing in a function as part of your job. 



!
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EXAMPLE 2:  CODE OF CONDUCT  

Transport sector:  Cruise liners  

! !

Y1&0'$?F!W'$()*%!'G!W&)+01!92+7!W&1/!

! ! !!^&)$D1$$100!+0!$'%!tolerated !'$!*&)+01!F+$1&0!!
!!7&?*%+*1!MF''(!?F*'2'F!*'$%1$%!%10%+$4;"!

! ! ^'!$'%!*21/!4)>!+$!7?001$41&!?&1?0; "!
! ! ^'!$'%!)01!'GG1$0+B1!F?$4)?41;!
! ! Vandalism !+0!$'%!%'F1&?%1(;!!
! ! �7�K�H�I�W���R�I���V�K�L�S�¶�V���S�U�R�S�H�U�W�\���R�U���D���J�X�H�V�W�¶�V���S�U�R�S�H�U�W�\��!
!!!!!!!+0!$'%!%'F1&?%1(;!
! ! a+42%+$4!+0!$'%!%'F1&?%1(;!
! ! ^&)40!?$(!/1?7'$0!?&1!G'&M+((1$;!
! ! 91I)?F!2?&?00>1$%!+0!$'%!%'F1&?%1(;!
! ! 9>'D+$4!+0!$'%!?FF'/1(!+$!)$?)%2'&+01(!?&1?0;!
! ! E)10%0!?&1!$'%!?FF'/1(!+$!*&1/!?&1?0;!
! ! `$?)%2'&+01(!71&0'$0!?&1!$'%!?FF'/1(!%'!M'?&(!%21!02+7;!
! ! AM01$%11+0>!G&'>!safety drills !+0!$'%!%'F1&?%1(;!

!

W&)+01!92+7!W&1/!^&100!W'(1!

! ! �:�H�D�U���W�K�H���D�S�S�U�R�S�U�L�D�W�H���X�Q�L�I�R�U�P���Z�L�W�K���U�H�J�D�U�G�V���W�R���W�L�P�H���R�I���G�D�\�����V�K�L�S�¶�V���L�W�L�Q�H�U�D�U�\�����I�X�Q�F�W�L�R�Q��
'&!F'*?%+'$;!

! ! <?>1!%?4!>)0%!M1!/'&$!'$!%21!0+(1!'G!%21!)$+G'&>!(1%1&>+$1(!M3!%21!*&)+01!F+$1;!
! ! 92'10!?$(!0'*D0!>)0%!M1!*'$01&B?%+B1X!?$(!0'>1!*&)+01!F+$10!&1T)+&1!/'>1$!%'!

/1?&!7?$%32'01;!92'10!02')F(!M1!7'F+021(!?$(!+$!4''(!02?71; !
! ! _$F3!%21!%'7!M)%%'$!'G!?!02+&%!>?3!M1!'71$!?0!%'!$'%!02'/!*F1?B?41!'&!2?+&3!*210%0;!
! ! 9?G1%3!*F'%2+$4!?$(!1T)+7>1$%!>)0%!M1!/'&$!?0!&1T)+&1(;!
! ! AFF!*F'%2+$4!/'&$!?0!7?&%!'G!3')&!)$+G'&>!>)0%!M1!*F1?$X!7&1001(X!?$(!G&11!'G!0%?+$0!

'&!(?>?41; !

!

W&)+01!92+7!W&1/!E&''>+$4!R)F10!

! ! W&1/!>1>M1&0!>)0%!M1!*F1?$!?$(!'(')&!G&11X!%2+0!+$*F)(10!2?+&X!2?$(0X!$?+F0X!
>')%2X!M'(3!?$(!*F'%2+$4;!

! ! AB'+(!)01!'G!0%&'$4!71&G)>10!?$(!*'F'4$10;!
! ! g+0+MF1!%?%%''0!?&1!$'%!71&>+%%1(;!
! ! g+0+MF1!M'(3!7+1&*+$40!?&1!$'%!71&>+%%1(!J1I*17%!'$1!1?&&+$4!+$!1?*2!1?&!G'&!

/'>1$K; !
! [A(?7%1(!G&'>8!4442 *&)+0102+7N'M0;*'>V!

! [9')&*18! ///;>0**&)+010;*'> V!

! !

Did you know?""
The MSC Orchestra has a capacity 
for 2550 passengers and 1054 crew 

members "
"

http://www.cruiseshipjobs.com/


!

1#"
"

                       

3.2 Activities  

!

9%)(3!?$(!/'&D!%2&')42!%21!T)10%+'$0!%2?%!G'FF'/;!#%!/+FF!?00+0%!%'!(1%1&>+$1!2'/!/1FF!

3')!2?B1! )$(1&0%''(!?$(!>?0%1&1( !%21!*'$%1$%;!

a+&0%!?%%1>7%!%21!T)10%+'$0!'$ !3')& !'/$!M1G'&1!0%)(3+$4!%21!?$0/1&0!%2?%!?&1!?B?+F?MF1!?%!%21!1$(!'G!
%2+0!01*%+'$;!!!

!
Grade 12  

Activity 1   

  

a')&!7'00+MF1!'7%+'$0!?&1!4+B1$!G'&!1?*2!T)10%+'$;!!W2''01!%21!*'&&1*%!?$0/1&!?$(!

/&+%1!%21!T)10%+'$!$)>M1&!J";"!%'!";:K!?$(!%21!F1%%1&!1;4;X!";O!!!^!!

 

";" ! �$���W�R�X�U�L�V�W���S�U�R�I�L�O�H���I�R�U���D���«���W�R�X�U�L�V�W���Z�L�O�O���P�R�V�W���O�L�N�H�O�\���L�Q�F�O�X�G�H���.�R�V�K�H�U���I�R�R�G���D�V���D���G�L�H�W�D�U�\��

&1T)+&1>1$%;!

 

! A! \)((2+0%! \ ! d1/+02!  

! W! #0F?>+*! ^ ! .+$() !  

 !   

";-! ! 621!%371!'G!%')&+0%!%2?%!/+FF!M1!>'&1!%+>1]01$0+%+B1!?$(!F100!M)(41%!01$0+%+B1!

/21$!*2''0+$4!?$!+%+$1&?&3; 

 

! A! c1+0)&1!%')&+0% \  .1?F%2!%')&+0%  

! W! g+0+%+$4!G&+1$(0!?$(!&1F?%+B10 ^  \)0+$100!%')&+0%  

! !   

";, ! 621!('*)>1$%!%2?%!21F70!%'!*&1?%1!?!*''71&?%+B1!?$(!?!*'FF?M'&?%+B1!

�D�W�P�R�V�S�K�H�U�H���L�Q���W�K�H���Z�R�U�N�S�O�D�F�H�����L�V���W�K�H���«!

 

! A! * '(1!'G!*'$()*% ;!  

! \ ! * '$%&?*%!'G!1>7F'3>1$%;!  

! W! * '(1!'G!4F'M?F!1%2+*0;!  

! ^ ! G?+&!%&?(1!7'F+*3;!  

! !

!

!

!

!

!  



!

11"
"

";5! ! 621!Ag#9!�F�D�U���U�H�Q�W�D�O���F�R�P�S�D�Q�\�¶�V���V�W�D�I�I���O�R�R�N���S�U�R�I�H�V�V�L�R�Q�D�O���L�Q���W�K�H�L�U���X�Q�L�I�R�U�P�V�����7�K�H�\��

�F�R�Q�W�U�L�E�X�W�H���W�R���W�K�H���F�R�P�S�D�Q�\�¶�V���«!

 

! A! E?&(1$!>?+$%1$?$*1!  

! \ ! W'&7'&?%1!+>?41!  

! W! 6&+7F1!M'%%'>!F+$1!  

! ^ ! Y&+*+$4!0%&)*%)&1!  

! ! !  

";:! ! �8�Q�L�I�R�U�P�V���L�Q���W�K�H���Z�R�U�N�S�O�D�F�H���F�R�Q�W�U�L�E�X�W�H���W�R���«!  

! A! +$*&1?01(!+$(+B+()?F+%3!+$!%21!M)0+$100;!  

! \ ! ?!(1*&1?01(!0)0%?+$?M+F+%3!'G!%21!M)0+$100;!  

! W! ?!M1%%1&!7&'G100+'$?F!+>?41!'G!%21!0%?GG;!  

! ^ ! F100!%1?>/'&D!?>'$4!%21!0%?GG;! (5) 

! ! ! !

Activity 2:   

W2''01!?!(10*&+7%+'$!G&'>!W'F)>$!\!%2?%!>?%*210!%21!%1&>!+$!W'F)>$!A;!!i&+%1!

'$F3!%21!F1%%1&!JA!%'!aK!$1I%!%'!%21!T)10%+'$!$)>M1&!J-;"!%'!-;:K!+$!%21!?$0/1&!M''DX!

1;4;X!-;O!E!!

 

! ! !  

COLUMN A! COLUMN B!
2.1 H%2+*?F!

*2?FF1$410!
A! E?%21&+$4!*'>7F1%1!+$G'&>?%+'$!?M')%!%21!%')&+0%!!

2.2 a&+$41!
M1$1G+%0!

\ ! A!7?&%+*)F?&!4&')7!'G!71'7F1!?%!/2+*2!?!7&'()*%!+0!
?+>1(!!

2.3 Y&'G100+'$?F!
+>?41!

W! A!71&0'$!%2?%!?&&?$410!%&?$07'&%?%+'$X!
?**'>>'(?%+'$X! %')&0X!?$(!%&+70!G'&!71'7F1!?%!?!
071*+G+*!*'0%!

2.4 6?&41%!
>?&D1%!

^ ! A$!1I%&?!M1$1G+%!?((1( !%'!%21!/?41!'&!0?F?&3!'G!?$!
1>7F'311! !

2.5 6')&+0%!7&'G+F1! H! c14?FF3!(?$41&')0!+00)10!%2?%!*&1?%1!*'$GF+*%!/+%2+$!
%21!>'&?F!7&+$*+7F10!'G!0'*+1%3X!1;4;X!M&+M1&3X!
D+*DM?*D0!!

 a! #%!&1G1&0!%'!%21!+>?41!%2?%!'$1!7&'N1*%0!?M')%!
%21>01FB10X!?$(!%21!M)0+$100!M?01(!)7'$!
?771?&?$*1!?$(!&17)%?%+'$;!

!

 

 

 

 

 

 

 

 

 

 

 

 

 

 

(5) 

! !

!

!

!  



!

1$"
"

Activity 3:   

W2''01!%21!*'&&1*%!/'&(J0K!G&'>!%2'01!4+B1$!+$!M&?*D1%0;!i&+%1!'$F3!%21!/'&(J0K!

$1I%!%'!%21!T)10%+'$!$)>M1&0!J,;"!%'!,;:K!+$!%21!A<9iHR!\__@X!1;4;X!,;O!`$+G'&>0!!

 

! ! !  

,;"! ! 621!F'4'!G'&>0!7?&%!'G!%21!+>?41!'G!%21!J0%?GG!=!*'>7?$3K;!!!  

! ! !  

,;-! ! �7�K�H���I�H�Z���Z�R�U�G�V���O�L�Q�N�H�G���W�R���W�K�H���F�R�P�S�D�Q�\�¶�V���J�R�D�O�����L�V���N�Q�R�Z�Q���D�V���W�K�H�����V�O�R�J�D�Q�������O�R�J�R��������!  

! ! !  

,;, ! 621!*'$%&?*%!'G!1>7F'3>1$%!+0!M?01(!'$!%21!Jc?M')&!A*%!=!\?0+*!W'$(+%+'$!'G!

H>7F'3>1$%!A*%K;!!

 

! ! !  

,;5 ! a?>+F3!&107'$0+M+F+%3!F1?B1!*?$!M1!?77F+1(!G'&!/21$!J%21&1!+0!(1?%2!+$!%21!G?>+F3!=!

?!> ' > !4?B1!M+&%2!%'!?!M?M3K;!!

 

! ! !  

,;: ! <'&>?F!/'&D+$4!2')&0!+$!%21!%')&+0>!+$()0%&3!+0!J,L!=!5:K!2')&0!71&!/11D;!!! (5) 

! ! !

Activity 4  !

5;"!!!!R1G1&!%'!%21!7+*%)&1!M1F'/!'$!?071*%0!'G!%21!\?0+*!W'$(+%+'$0!'G!H>7F'3>1$%!!!!!!!

!!!!!!!!!A*%!J\WHAK!?$(!?$0/1&!%21!T)10%+'$0!%2?%!G'FF'/;!

!

! !

!

!

!

!

!

!

!

! ! ! !

! 5;";"! ! 9%?%1!a_`R!?071*%0!%2?%!02')F(!M1!+$*F)(1(!+$!%21!*'$%&?*%!'G!

1>7F'3>1$%;!

!

J5K!!

! ! ! !

! 5;";-! ! HI7F?+$!2'/!%21!G'FF'/+$4!?071*%0!'G!%21!\ ?0+*!W'$(+%+'$0!'G!

H>7F'3>1$%!A*%X!02'/$!+$!%21!7+*%)&1!?M'B1X!/+FF!M1!?77F+*?MF1!%'!?!

%&?B1F!?41$%!/'&D+$4!G)FF!%+>1!?%!?!%&?B1F!?41$*38!!

!

! ! ?K! i'&D+$4!2')&0!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!J"I-K! ! J-K!

! ! MK! 9+*D!F1?B1!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!J"I-K! J-K!

! ! *K!! A$$)?F!F1?B1!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!J"I-K ! J-K!



!

1%"
"

"

! ! ! ! !

5;-! ! ! 9%)(3!%21!*?&%''$!M1F'/!?$(!?$0/1&!%21!T)10%+'$!%2?%!G'FF'/0;! !

! ! ! ! !

! !

!

!

! ! ! ! !

! ! 621!*?&%''$!02'/0!7''&!*)0%'>1&!01&B+*1;!! ! !

! ! ^+0*)00!6i_!/?30! +$!/2+*2!*)0%'>1&!01&B+*1!7'F+*+10!>?3!*'$%&+M)%1!%'!%21!

7&'G100+'$?F!+>?41!'G!%2+0!%')&+0>!M)0+$100;!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!J-I-K!!

!

J5K!!

! ! ! ! [14] 

 Activity 5  !

! ! ! ! !

! ! 9%)(3!%21!7+*%)&10!'G!1>7F'3110!?%!?!%&?B1F!?41$*3!M1F'/!?$(!?$0/1&!%21!

T)10%+'$0!%2?%!G'FF'/;!

!

! ! ! ! !

! !

!

!

! ! ! !

!

!

!

!



!

1' "
"

:;" ! ! HI7F?+$!%21!+>7'&%?$*1!'G!?!*'(1!'G!*'$()*%!?%!?!%&?B1F!?41$*3;!!!!!!!!!!!!!!!!J"I-K!! J-K!

! ! ! ! !

:;- ! ! ^+0*)00!6i_!/?30X!+$! ?!YARAERAY.X!+$!/2+*2!%21!)$7&'G100+'$?F!M12?B+'&!

'G!%21!0%?GG!>1>M1&0!+$!%21!7+*%)&10!?M'B1!*?$!+>7?*%!$14?%+B1F3!'$!%21!/'&D!

1%2+*0!'G!%21!'%21&!0%?GG!>1>M1&0!?%!%21!%&?B1F!?41$*3!&14?&(+$48!

!

! ! :;-;" ! .?&?00>1$%!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!J-I-K!! J5K!

! ! :;-;- ! c?U+$100!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!J-I-K! J5K!

! ! ! ! !

:;, ! ! HI7F?+$!6i_!/?30!+$!/2+*2!%21!1>7F'31&!*?$!(1?F!1GG1*%+B1F3!/+%2!%21!?M'B1!

*?010!'G!)$7&'G100+'$?F!M12?B+'&!%'!1$0)&1!7&'()*%+B+%3!?%!%21!!

%&?B1F!?41$*3;!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!J-I-K!!

!

!

J5K!

! ! ! ! [14] 

Activity 6:  !

! ! ! !

O;"! R1?(!%21!+$G'&>?%+'$!M1F'/!?$(!?$0/1&!%21!T)10%+'$0!%2?%!G'FF'/;!! !

! ! ! !

! k?*2X!?!T)?F+G+1(!%')&!'71&?%'&X!/?$%0!%'!'71$!2+0!'/$!%')&!'71&?%+$4!*'>7?$3;!!

.1!+0!?/?&1!%2?%!%21!7&'G100+'$?F!+>?41!'G!2+0!*'>7?$3!+0!+>7'&%?$%!G'&!%21!

0)**100!'G!2+0!M)0+$100;!!!

!

! ! ! !

! O;";" ! HI7F?+$!2'/!%21!G'FF'/+$4!*?$!*'$%&+M)%1!%'!%21!7&'G100+'$?F!+>?41!'G!

k?*2e0!M)0+$1008!

!

! ! J?K!\&?$(1(!0%?%+'$1&3!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!J"I-K!! J-K!

! ! JMK!A$!?77&'7&+?%1!$?>1!G'&!%21!M)0+$100!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!J"I-K! J-K!

! ! ! !

! O;";- ! ^+0*)00!6i_!&1?0'$0!/23!>'0%!%')&+0>!M)0+$10010!7&1G1&!%21+&!0%?GG!

%'!/1?&!)$+G'&>0;!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!J-I-K!!

!

J5K!

! ! ! !

O;-!! 9%)(3!%21!+$G'&>?%+'$!M1F'/!?$(!?$0/1&!%21!T)10%+'$0!%2?%!G'FF'/! !

! ! ! !

! A!M)0+$100!*?&(!+0!?$!+>7'&%?$%!*'>>)$+*?%+'$!?$(!$1%/'&D+$4!%''F!)01(!

+$(+&1*%F3!G'&!>?&D1%+$4X!M)%!/2+*2!+0!'G%1$!$'%!)01(!1GG1*%+B1F3!M3!*'>7?$+10;!

!

! ! ! !



!

1. "
"

! ! !

! ! ! !

! O;-;" ! #(1$%+G3!6i_!+%1>0!%2?%!?771?&!'$!%21!?M'B1!M)0+$100!*?&(;!!!!!!J-I"K!! J-K!

! O;-;- ! HI7F?+$!6i_!&1?0'$0!/23!%21!?M'B1!M)0+$100!*?&(!*?$$'%!M1!

&14?&(1(!?0!?$!1GG1*%+B1!*'>>)$+*?%+'$!?$(!$1%/'&D+$4!%''F!%'!

7&'>'%1!?!M)0+$100;!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!J-I-K !

!

!

J5K!!

! !

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

!

! [14]  



!
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"

Activity  7  !

! ! ! !

R1?(!%21!0*1$?&+'!M1F'/!?$(!?$0/1&!%21!T)10%+'$0;! !

! ! ! !

!

!

!

!

!

Q;"! <?>1!%21!('*)>1$%!%2?%!0%+7)F?%10!%21!F?/0!)$(1&!/2+*2!<'>B)3'!+0!

1>7F'31(; !

J"K!

Q;-! #%!+0!1001$%+?F!%2?%!<'>B)3'!0+4$0!?$!1>7F'3>1$%!*'$%&?*%!M1G'&1!0%?&%+$4!21&!

$1/!N'M!?%!%21!F'(41;!

9)4410%!_<H!&1?0'$!%'!0)77'&%!%2+0!0%?%1>1$%;!

!

!

J"K!

Q;,! <'>B)3' !02')F(!?F0'!M1!4+B1$!%21!*'(1!'G!*'$()*%!'G!%21!F'(41!M1G'&1!0%?&%+$4!

21&!$1/!N'M;!

!

! Q;,;" ! HI7F?+$!%21!B?F)1!'G!?!*'(1!'G!*'$()*%;!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!J"I-K! J-K!

! Q;,;- ! <?>1!_<H!+%1>!%2?%!*?$!M1!+$*F)(1(!+$!?!*'(1!'G!*'$()*%;! J"K!

! ! ! [5]  

! ! ! !

! !

!

!

!

!

!

! !



!
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Activity 8:  PROFESSIONAL IMAGE  !

L;" ! 9%)(3!%21!7+*%)&1!'G!W'$'!6&?B1F!M1F'/!?$(!?$0/1&!%21!T)10%+'$0!%2?%!G'FF'/;! !

! ! ! !

!

!

!

! L;";" ! C?%*2!%21!G?*%'&0!%2?%!+$GF)1$*1!%21!7&'G100+'$?F!+>?41!'G!W'$'!

6&?B1F!/+%2!%21!1I?>7F10!02'/$!+$!%21!7+*%)&1;!W'>7F1%1!%21!

G'FF'/+$4!%?MF1!M3!/&+%+$4!%21!F1%%1&!JA].K!$1I%!%'!%21!G?*%'&;!

!

! ! ! !

!
!

Factor ! Answer ! Factor ! Answer !

Slogan  ! <?>1!'G!%21!*'>7?$3! ! !

Neat appearance and 

hairstyle  

! \&'*2)&1!/+%2!%21!F'4'!! !

Wearing a name tag  ! i1?&+$4!?!)$+G'&>!/+%2!?!

F'4'! !

!

Logo of the company  ! `7(?%1(!/1M0+%1!! !
!

!

!

!

!

!

!

!

JLK!!

! ! ! !

! L;";- ! ^+B+(1!%21!G?*%'&0!>1$%+'$1(!+$!L;";"!?**'&(+$4!%'!%21!%?MF1!M1F'/;!! JLK!

!
!

Company image  Staff image  Marketing material  
!

!

! ! ! !

L;- ! A!%&?B1F!?41$%!4&11%0!%21!*)0%'>1&0!/+%2')%!F''D+$4!?%!%21>!/2+F1!1?%+$4!2+0!
2?>M)&41&;!!!

!
!

! #$(+*?%1!+G!%21!1>7F'311!+$!%21!0*1$?&+'!?M'B1!&17&101$%0!?!7&'G100+'$?F!
+>?41;!Jj10=<'K!E+B1!6i_!&1?0'$0!G'&!3')&!?$0/1&;!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!! !!!!!!!!!!!!!!!!

J- K!

! ! ! !
L;, ! j')!/'&D!?%!?!%&?B1F!?41$%;!_$1!'G!3')&!*'FF1?4)10!?&&+B10!?%!/'&D!7''&F3!

4&''>1(;!! !
!

! L;,;" ! HI7F?+$!%21!*'$*17%!groomed.!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!J"I-K! ! J-K!
! L;,;- ! ^+0*)00!/23 !4&''>+$4 !+0!+>7'&%?$%!%'!%21!%&?B1F!?41$*3!?$(!%21!

*)0%'>1&0;!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!J-I-K!!
!
J5K!!

! ! ! [24] 



!

$- "
"

Activity 9:  CODE OF CONDUCT !

 !

P;"! Y&'B+(1!?!0)+%?MF1!%1&>!G'&!1?*2!'G!%21!G'FF'/+$4!0%?%1>1$%0;!i&+%1!%21!%1&>!+$!

%21!%?MF1!7&'B+(1(!M1F'/!J'$1!F1%%1&!71&!MF'*DK!

!

! ! ! !

! P;";" ! 621!%371!'G!F1?B1!4&?$%1(!%'!?$!1>7F'311!/2' !+0!+$!M1(!()1!%'!GF);!! !

! P;";- ! A((+%+'$?F!M1$1G+%0!&1*1+B1(!'B1&!?$(!?M'B1!3')&!0?F?&3!'&!/?410;! !

! P;";, ! A!F14?F!?4&11>1$%!M1%/11$!%/'!'&!>'&1!7?&%+10! !

! P;";5! 621!H!+$!%21!?*&'$3>!�%�&�(�$���V�W�D�Q�G�V���I�R�U���«! !

! P;";: ! i'&D+$4!2')&0!71&!(?3!+G!?!/'&D1&!/'&D0!G+B1!(?30!'&!F100!+$!?!/11DX!

�L�V���«���K�R�X�U�V!

!

!
!

P;";" ! ! ! ! ! ! ! ! ! ! !
P;";- ! ! ! ! ! ! ! ! ! ! !
P;";, ! ! ! ! ! ! ! ! ! ! !
P;";5! ! ! ! ! ! ! ! ! ! !
P;";: ! ! ! ! ! ! ! ! ! ! !

!

!

!

!

J:K!!

! ! ! !

P;- ! P;-;" ! \&+1GF3!1I7F?+$!%21!7)&7'01!'G!?!*'(1!'G!*'$()*%!G'&!?!%')&+0>!

M)0+$100;!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!J5I"K!

!

J5K!

! ! ! !

! P;-;- ! \&+1GF3!1I7F?+$!%21!B?F)1!'G!?!*'(1!'G!*'$()*%!G'&!?!%')&+0>!!

M)0+$100;!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!J5I"K!!

!

J5K!

! ! ! !

P;, ! E+B1!0)4410%+'$0!G'&!9HgH<!?071*%0!%'!M1!+$*F)(1(!+$!?!*'(1!'G!*'$()*%!%2?%!

+0!?77&'7&+?%1!G'&!%21!0%?GG!?%!?!%21>1!7?&D!+$!9')%2!AG&+*?!0)*2!?0!E'F(!R11G!

W+%3;!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!JQI"K!!

!

!

JQK!

! ! ! [20]  

! ! ! !

 

 

 

 

 

 



!
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"

3.3 Marking Guideline for Activities  

 

Grade 12 !

Activity 1  !

";" ! ! \! �3! ";5 ! \! �3! !

";- ! ! ^! �3! ";: ! W!�3! !

";, ! ! A!�3! J:K!

! ! ! !

Activity 2  !

-;" ! ! H!�3! -;5 ! \! �3! !

-;- ! ! ^! �3! -;:! ! A!�3! !

-;,! ! ! a!�3! J:K!

! ! ! !

Activity 3   

,;" ! ! W'>7?$3! �9! !

,;- ! ! 9F'4?$!�9! !

,;, ! ! \?0+*!W'$(+%+'$0!'G!H>7F'3>1$%!A*%!�9! !

,;5 ! ! 621&1!+0!(1?%2!+$!%21!G?>+F3!�9! !

,;: ! ! 5:! �9! J:K!

 

Activity 4  

!

5;"! ! 5;";"! ! H>7F'31&!?$(!1>7F'311!(1%?+F0!=!G)FF!$?>10!?$(!?((&10010!�3! J5K!

! ! i'&D+$4!2')&0!=!&?%1!'G!'B1&%+>1!�3! !

! ! `$+G'&>!?FF'/?$*10!�3! !

! ! 6&?B1F!M1$1G+%0!�3! !

! ! �x!c1?B1! !

! ! �x!W'&1!()%+10!=!M&+1G!(10*&+7%+'$!'G!%21!/'&D! !

! ! �x!^?%1!'G!1>7F'3>1$%! !

! ! �x!a&+$41!M1$1G+%0! !

! ! �x!R1>)$1&?%+'$!=!?4&11(!0?F?&3!'&!/?410! !

! ! �x!61&>+$?%+'$!'G!01&B+*1! !

! ! �x!Y&'G100+'$?F!?**')$%?M+F+%3! !

! ! �x!91&B+*1!1%2+*0! !

! ! Note: a learner cannot write many types of leave, leave can only get 1 

mark!

!



!

$#"
"

! ! ! !

! 5;";-! ! ?K!i'&D+$4!2')&08!6&?B1F!?41$%0!/+FF!2?B1!?!G+I1(!/'&D+$4!0*21()F1!�3�3! J-K!

! ! �x!6213!>'0%F3!/'&D!?!5Z]5:!2')&0!71&!/11D ! !

! ! �x!6213!/'&D!P!2')&0!?!(?3 ! !

! ! �x!#G!%213!$11(!%'!/'&D!02+G%0X!%213!>)0%!$'%!1I*11(!/'&D+$4!2')&0;! !

! ! MK!9+*D!F1?B18!A!>1(+*?F!*1&%+G+*?%1!%'!M1!7&'B+(1(!+G!?M01$%!>'&1!%2?$!-!!!

!!!!(?30! �3�3!

!

J-K!

! ! �x!c1?B1!+0!*?F*)F?%1(!'B1&!?!,O]>'$%2!*3*F1!

�x! ,Z !(?30!0+*D!F1?B1!+$!?!%2&11]31?&!71&+'(!

!

!

! ! *K!!A$$)?F!F1?B18!<'&>?FF3!-"!(?30!?FF'/1(!%'!M1!%?D1$!?$(!?77F+1(!!

!!!!!G'&;!�3�3!

J-K!

! ! ! !

5;- ! ! #G!%21!M)0+$100!2?0!*)0%'>1&!01&B+*1!7'F+*+10!+$!7F?*1!+%!02'/0!%213!! J5K!

! ! B?F)1!%21!$11(0!?$(!+$7)%!'G!%21!*)0%'>1&!�3�3! !

! ! 621!*)0%'>1&!/+FF!G11F!%2?%!21!+0!&1*'4$+U1(!=!$'%+*1(!?0!?!B?F)?MF1X! !

! ! 7?3+$4!0%?D12'F(1&!�3�3!! !

! ! �x!�,�I���W�K�H���S�R�O�L�F�L�H�V���D�U�H���L�Q���S�O�D�F�H���W�K�H���W�Z�R���H�P�S�O�R�\�H�H�V���Z�R�Q�¶�W���L�J�Q�R�U�H���W�K�H��

*)0%'>1&!M1*?)01!%213!/+FF!D$'/!%21!*'$01T)1$*10;!

!

! ! �x!#G!%21!7'F+*+10!?&1!+$!7F?*1!%21!M)0+$100!+0!&1071*%1(!M3!+%0!*F+1$%0!?$(!

+%!/+FF!7'&%&?3!?!7&'G100+'$?F!+>?41;!

!

! ! �x!#G!%21!7'F+*+10!?&1!+$!7F?*1!?$(!)01(X!%21$!4''(!01&B+*1!/+FF!F1?(!%'!

F'3?F!*)0%'>1&0;!!

!

! ! �x!W)0%'>1&!01&B+*1!7'F+*+10!/+FF!+$(+*?%1!%&?+$+$4!'G!0%?GG!/2+*2!F1?(!%'!

M1%%1&!*)0%'>1&!01&B+*1!?$(!F'3?F!*)0%'>1&0!

!

! ! ! [14]  

! !

Activity 5  !

:;" ! ! #%!4)+(10!1>7F'3110!'$!?**17%?MF1!M12?B+')&!?%!%21!/'&D7F?*1!%'! J-K!

! ! >?+$%?+$!'&(1&!�3�3! !

! ! �‡���7�R��1$0)&1!%2?%!%21!*'>7?$3e0!'71&?%+'$0!&)$!0>''%2F3!?$(!%21! !

! ! !!*'>7?$3!&1>?+$0!7&'G+%?MF1;! !

! ! �‡���,�W���L�V���X�V�H�G���E�\���W�K�H���W�U�D�Y�H�O���D�J�H�Q�F�\���W�R���G�H�I�H�Q�G���W�K�H�P�V�H�O�Y�H�V���L�Q���F�D�V�H�V! !

! ! !!'G!F14?F!?*%+'$!M3!1>7F'3110;! !

! ! !

!

!

!



!

$1"
"

:;- ! :;-;" ! #$*&1?01!+$!&10+4$?%+'$0!&10)F%+$4!+$!?((+%+'$?F!&1*&)+%+$4X!2+&+$4!?$(! J5K!

! ! %&?+$+$4!*'0%0!G'&!%21!*'>7?$3;!�3�3! !

! ! #$*&1?01(!?M01$%11+0>!&10)F%+$4!+$!(1*&1?01(!7&'()*%+'$;!�3�3! !

! ! �‡���5�H�G�X�F�H�G���S�U�R�G�X�F�W�L�Y�L�W�\���I�U�R�P���H�P�S�O�R�\�H�H�V�����D�V���D���O�R�V�V���R�I���P�R�W�L�Y�D�W�L�R�Q! !

! ! !!/+FF!F1?(!%'!$'!1I%&?!1GG'&%!'&!1I%1$(1(!/'&D+$4!2')&0! !

! ! �‡���3�R�R�U���V�H�U�Y�L�F�H���G�H�O�L�Y�H�U�\���W�R���F�O�L�H�Q�W�V�����R�Z�L�Q�J���W�R���G�L�V�U�X�S�W�L�R�Q�V�����Z�K�H�Q! !

! ! !!(1?F+$4!/+%2!0%?GG!*'>7F?+$%0! !

! ! �‡���3�R�R�U���H�P�S�O�R�\�H�H���U�H�O�D�W�L�R�Q�V�K�L�S�V! !

! ! ! !

! :;-;- ! c'/!7&'()*%+B+%3!F1B1F0!?>'$40%!0%?GG!>1>M1&0;!�3�3! J5K!

! ! 6213!1?0+F3!+$GF)1$*1!*']/'&D1&0!%'!?('7%!%21+&!0?>1!7''&!/'&D! !

! ! 1%2+*0;!�3�3! !

! ! �‡���2�W�K�H�U���H�P�S�O�R�\�H�H�V���Z�L�O�O���K�D�Y�H���W�R���F�D�U�U�\���W�K�H���H�[�W�U�D���Z�R�U�N�O�R�D�G��! !

! ! �‡���7�K�H�V�H���H�P�S�O�R�\�H�H�V���Z�L�O�O���Q�R�W���E�H���D�E�O�H���W�R���I�X�Q�F�W�L�R�Q��1GG1*%+B1F3!/+%2+$!?!%1?>! !

! ! �‡���&�U�H�D�W�H�V���I�H�H�O�L�Q�J�V���R�I���D�Q�L�P�R�V�L�W�\�����E�L�W�W�H�U�Q�H�V�V�����D�P�R�Q�J�V�W���H�P�S�O�R�\�H�H�V��! !

! ! ! !

:;, ! ! R1G1&!%21!1>7F'3110!%'!%21!*'(1!'G!*'$()*%;�3�3! J5K!

! ! 92')F(!%21!M12?B+'&!$'%!+>7&'B1X!4?%21&!1B+(1$*1!'$!%21!! !

! ! )$7&'G100+'$?F!M12?B+'&X!+$!'&(1&!%'!%?D1!+%!%'!%21!$1I%!F1B1F!'G;! !

! ! +$%1&B1$%+'$!�3�3! !

! ! �‡���6�H�W���X�S���D���P�H�H�W�L�Q�J���Z�L�W�K���W�K�H���R�I�I�H�Q�G�H�U�V���W�R���G�L�V�F�X�V�V���D�Q�G���U�H�V�R�O�Y�H���W�K�H�L�U! !

! ! )$7&'G100+'$?F!M12?B+'&;! !

! ! �‡��61&>+$?%+'$!'G!01&B+*10!+$!01B1&1!*?010;! !

! ! NOTE: Accept examples of different types of interventions;! !

! ! ! [14]  

! !

Activity 6:  !

O;"! O;";" ! J?K!9%?%+'$1&3!/2+*2!+$*F)(10!+%0!0F'4?$!?$(!F'4'!*&1?%10!M&?$(! J-K!

! ! ?/?&1$100=F'3?F%3!?$(!&1*'4$+%+'$;!�3�3! !

! ! �‡���,�W���S�U�R�Y�L�G�H�V���U�H�O�H�Y�D�Q�W�����V�S�H�F�L�I�L�F�����D�Q�G���Y�D�O�L�G���L�Q�I�R�U�P�D�W�L�R�Q���R�I���W�K�H! !

! ! M)0+$100!1;4;X!*'$%?*%!(1%?+F0;! !

! ! �‡���7�K�H���E�U�D�Q�G�H�G���V�W�D�W�L�R�Q�H�U�\���P�X�V�W���E�H���R�U�L�J�L�Q�D�O���D�Q�G���W�K�H���L�Q�I�R�U�P�D�W�L�R�Q! !

! ! >)0%!M1!*F1?&;! !

! ! �‡���)�D�F�L�O�L�W�D�W�H�V��*'>>)$+*?%+'$!?$(!7&101$%0!?!01$01!'G!+(1$%+%3! !

! ! ?$(!7&+(1!%'!%21!(+GG1&1$%!M)0+$10010;! !

! ! ! !



!

$$"
"

! ! JMK!A!>1>'&?MF1!$?>1!+0!?00'*+?%1(!/+%2!%&)0%!/2+*2!+0!1?&$1(! J-K!

! ! 'B1&!?!71&+'(!'G!%+>1;!�3�3! !

! ! �‡���7�K�H���Q�D�P�H���F�D�Q���F�U�H�D�W�H���D���S�R�Z�H�U�I�X�O���L�P�D�J�H���Z�K�L�F�K���F�D�Q��+$*&1?01! !

! ! %21!$)>M1&!'G!*)0%'>1&0!0)77'&%+$4!%21!7&'()*%!'&!01&B+*1;! !

! ! �‡���,�W���F�D�Q���E�H�F�R�P�H���D���K�R�X�V�H�K�R�O�G���Q�D�P�H���W�K�U�R�X�J�K���D�V�V�R�F�L�D�W�L�R�Q��! !

! ! !

!

!

! O;";- ! H>7F'3110!/2'!/1?&!)$+G'&>0!*?$!7'&%&?3!?!7&'G100+'$?F!+>?41!G'&! J5K!

! ! %21!M)0+$100;!�3�3! !

! ! `$+G'&>0!*&1?%1!M&?$(!?/?&1$100!�3�3! !

! ! �‡���,�W���G�L�F�W�D�W�H�V���T�X�D�O�L�W�\���D�Q�G���X�Q�L�I�R�U�P���V�W�D�Q�G�D�U�G�L�]�D�W�L�R�Q��! !

! ! �‡���8�Q�L�I�R�U�P�V���F�D�Q���V�D�Y�H���F�R�V�W�V���I�R�U���E�R�W�K���W�K�H���H�P�S�O�R�\�H�U���D�Q�G���H�P�S�O�R�\�H�H��! !

! ! ! !

O;-! O;-;" ! c'4'! �3! J-K!

! ! <?>1!'G!%21!M)0+$100!*?&(!2'F(1&!�3! !

! ! �‡��d'M!(10*&+7%+'$! !

! ! ! !

! O;-;- ! 621!F'*?%+'$!'G!%21!?41$*3!*?$$'%!M1!(1%1&>+$1(!?0!%21&1!+0!$'!

?((&100!7&'B+(1(;!�3�3!

J5K!

! ! W)0%'>1&0!/2'!?&1!D11$!%'!*'>>)$+*?%1!?$(!$1%/'&D!/+%2!%21! !

! ! %&?B1F!*'$0)F%?$%!/+FF!$'%!M1!?MF1!%'!*'$%?*%!21&!?0!$'!*'$%?*%!(1%?+F0! !

! ! ?&1!G')$(;!�3�3! !

! ! �‡���7�K�H�U�H���L�V���Q�R���V�O�R�J�D�Q�����P�R�W�W�R�����W�K�D�W���S�U�R�M�H�F�W�V���W�K�H���H�W�K�R�V�����Y�D�O�X�H! !

! ! 030%1>K!'G!%21!M)0+$100;! !

! ! �‡���&�D�Q�Q�R�W���E�H���X�V�H�G���D�V���D�Q���H�I�I�H�F�W�L�Y�H���U�H�I�H�U�U�D�O���W�R�R�O���D�V���L�W���O�D�F�N�V���Y�L�W�D�O! !

! ! +$G'&>?%+'$;! !

! ! �‡���1�R���Z�H�E�V�L�W�H���V�R�F�L�D�O���P�H�G�L�D���F�R�Q�W�D�F�W���G�H�W�D�L�O�V! !

! ! �‡���1�R��1>?+F!?((&100! !

! ! ! [14]  

!

!

!

!

!

!

!

!



!
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Activity 7  !

Q;"! ! \?0+*!W'$(+%+'$0!'G!H>7F'3>1$%!A*%!J<';!Q:!'G!"PPQK!�3! J"K!

! ! ! !

Q;-! ! A!*'$%&?*%!7&'%1*%0!%21!1>7F'31&!?$(!%21!1>7F'311;!�3! J"K!

! ! �‡���$���F�R�Q�W�U�D�F�W���G�H�I�L�Q�H�V���W�K�H���F�R�Q�G�L�W�L�R�Q�V���X�Q�G�H�U���Z�K�L�F�K���W�K�H���H�P�S�O�R�\�H�H���L�V��

1>7F'31(; !

!

! ! �‡���$���F�R�Q�W�U�D�F�W���H�[�S�O�D�L�Q�V���W�K�H���F�R�U�H���G�X�W�L�H�V���R�I���W�K�H���H�P�S�O�R�\�H�H���W�R�J�H�W�K�H�U���Z�L�W�K���W�K�H��

/'&D+$4!2')&0X!)$+G'&>!?FF'/?$*10X!M1$1G+%0X!&1>)$1&?%+'$X!F1?B1!

M1$1G+%0X!1%*;!

!

! ! �‡���$���F�R�Q�W�U�D�F�W���H�Q�V�X�U�H�V���W�K�D�W���W�K�H�U�H���L�V���Q�R���P�L�V�X�Q�G�H�U�V�W�D�Q�G�L�Q�J���E�H�W�Z�H�H�Q���W�K�H��

1>7F'311!?$(! 1>7F'31&!&14?&(+$4!1>7F'3>1$%!+00)10;!

!

!

! ! !

!

!

!

!

Q;,! Q;,;" ! A!*'(1!'G!*'$()*%!4)+(10!%21!*'$()*%!'G!0%?GG!+$!?!M)0+$100;!�3�3! J-K!

! ! �‡���,�W���J�X�L�G�H�V���V�W�D�I�I���R�Q���H�W�K�L�F�D�O���P�D�W�W�H�U�V���L�Q���W�K�H���Z�R�U�N�S�O�D�F�H��! !

! ! �‡���,�W���D�V�V�L�V�W�V���L�Q���F�U�H�D�W�L�Q�J���D���F�R]'71&?%+B1!?%>'0721&1!+$!%21!/'&D7F?*1;! !

! ! �‡���,�W���S�U�R�P�R�W�H�V���L�Q�W�H�J�U�L�W�\���L�Q���W�K�H���Z�R�U�N�S�O�D�F�H��! !

! ! �‡���,�W���S�U�R�W�H�F�W�V���E�X�V�L�Q�H�V�V�H�V���I�U�R�P���O�D�Z�V�X�L�W�V��! !

! ! �‡���,�W���D�F�N�Q�R�Z�O�H�G�J�H�V���G�L�I�I�H�U�H�Q�W���F�X�O�W�X�U�D�O���S�U�D�F�W�L�F�H�V��! !

! ! �‡���3�U�H�V�F�U�L�E�H�V���K�R�Z���V�W�D�I�I���V�K�R�X�O�G���E�H�K�D�Y�H���Z�K�L�O�H���D�W���Z�R�U�N��! !

! ! �‡���(�Q�F�R�X�U�D�J�H�V���H�P�S�O�R�\�H�H�V���W�R���D�F�W��&107'$0+MF3;! !

! ! ! !

! Q;,;- ! 621!M12?B+'&!'G!1>7F'3110!/21$!?%!/'&D!�3! J"K!

! ! �‡���&�R�Q�I�L�G�H�Q�W�L�D�O�L�W�\! !

! ! �‡���8�V�H���R�I���F�R�P�S�D�Q�\���D�V�V�H�W�V! !

! ! �‡���2�E�H�\�L�Q�J���R�I���O�D�Z�V���D�Q�G���U�H�J�X�O�D�W�L�R�Q�V! !

! ! �‡���+�R�Q�H�V�W�\! !

! ! �‡���6�X�E�V�W�D�Q�F�H���D�E�X�V�H! !

! ! �‡���$�S�S�U�R�S�U�L�D�W�H���G�U�H�V�V! !

! ! �‡���,�Q�W�H�J�U�L�W�\���R�I���V�W�D�I�I! !

! ! !

!

!

!

 



!
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PROFESSIONAL IMAGE  !

Activity 8:  !

L! L;";" ! ! !

! Factor ! Answer ! Factor ! Answer !

Slogan  a�9! <?>1!'G!%21!*'>7?$3! ! H�9!

Neat appearance and 

hairstyle  

A�9! \&'*2)&1!/+%2!%21!F'4'!! ^ �9!

Wearing a name tag  W�9! i1?&+$4!?!)$+G'&>!/+%2!?!

F'4'! !

\ �9!

Logo of the company  E�9! `7(?%1(!/1M0+%1!! . �9!
!

!

JLK!

!  !

! L;";-! ! Company image  Staff image  Marketing material  

E �9 G �9 H �9 F�9   A!�9!W!�9!\! �9! ^! �9!
!

!

JLK!

! ! !

! ! ! !

L;- ! ! `$7&'G100+'$?F!J<_K!!

#%!011>0!&)(1!$'%!%'!F''D!?%!71'7F1!/21$!3')!071?D!%'!%21>X!%213!>?3!

%2+$D!3')!?&1!$'%!%1FF+$4!%21!%&)%2!�9!

�,�W���L�V���Y�H�U�\���X�Q�S�U�R�I�H�V�V�L�R�Q�D�O���W�R���H�D�W���L�Q���I�U�R�Q�W���R�I���F�X�V�W�R�P�H�U�V�����L�W���V�K�R�Z�V���\�R�X���G�R�Q�¶�W��

/?$%!%'!4+B1!%21>!3')&!G)FF!?%%1$%+'$!�9!

!

J-K!

!

!

!

! ! ! !

L;, ! L;,;" ! i21$! 3')!F''D!$1?%X!%+(3!?$(!7&101$%?MF1�9�9!

i21$!%21!1>7F'311!%''D!*?&1!'G!%21+&!71&0'$?F!?771?&?$*1!

J-K!

! ! ! !

! L;,;- ! 621!*F+1$%0!*?$!G11F!)$*'>G'&%?MF1!/21$!(1?F+$4!/+%2!?!7''&F3!

4&''>1(!1>7F'311 �9�9!

WF+1$%0!*?$!41%!%21!+>7&100+'$!%2?%!%2+0!+0!?FF'/1(!?$(!%2?%!?FF!%21!

1>7F'3110!?&1!F+D1!%2?%;!�9�9!

J5K!

!

!

!

[24] !
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CODE OF CONDUCT  

Activity 9  !

P;"! ! ";" ! 9! #! W! @! ! ! ! ! ! �9!

";- ! a! R! #! < ! E! H! ! ! ! �9!

";, ! W! _ ! < ! 6! R! A! W! 6! ! �9!

";5 ! H! C! Y! c! _ ! j ! C ! H! < ! 6�9!

";: ! < ! #! < ! H! ! ! ! ! ! �9!
!

J:K!

! ! ! !

P;- ! P;-;" ! 621!*'(1!'G!*'$()*%!21F70!M)0+$10010!%'!0'FB1!7&'MF1>0!M1%/11$!

1>7F'31 1!?$(!%21!1>7F'31&!+$!%21!/'&D7F?*1!�9!!

#>7&'B1 !?071*%0!'G!%21!/'&D7F?*1!�9!

A$!1>7F'311 !D$'/0 !/2?%!+0!1I71*%1(!'G!%21>!?$(!%'!M1!&107'$0+MF1X!

M12?B+$4!?77&'7&+?%1F3!?%!?FF!%+>10!�9!!

H$0)&10!?!7'0+%+B1!/'&D!1%2+*X!?$(!7&?*%+*1!'G!4''(!7)MF+*!&1F?%+'$0�9!

J5K!

! ! ! !

! ! ! !

! P;-;- ! g?F)18!A!*'(1 !'G!*'$()*%!1$0)&10!%2?%!1>7F'3110!M12?B1!

?**'&(+$4F3�9!!

#%!*&1?%10!?!*' ]'71&?%+B1X!*'FF?M'&?%+B1!?%>'0721&1�9!!

Y&'>'%10!+$%14&+%3!+$!%21!/'&D7F?*1�9!!

C?+$%?+$0!'71$!*'>>)$+*?%+'$!?%!?FF!%+>10�9!

J5K!!

! ! ! !

P;, ! ! R1071*%!G'&!71'7F1!�9!!!

^&100!?77&'7&+?%1F3�9!

\1!a&+1$(F3!�9!

_M13!%21!F?/0!�9!!!

^+07F?3!+$%14&+%3�9!!

E+B1!&1F+?MF1!#$G'&>?%+'$!�9!!

R1071*%!>?$?41&0!?$(!*'FF1?4)10�9!

�x! R1071*%!?$(!7&'%1*%!%21!1$B+&'$>1$%!!

JQK!

! ! ! [20]  
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3.4 Examination guidance to master this topic  

 

How to prepare/study for the examination on this topic :  This topic will be assessed in 
Question 7 of the NSC final paper.   

!
`01!%21!&10')&*10!4+B1$!+$!%21!T)10%+'$!7?71&0!�±!>'0%!'G!%21!?$0/1&0!/+FF!M1!+$!%21!
0')&*1!('*)>1$%X! ?&%+*F1X!'&!*?01!0%)(+10;!!!

!

! ! ! !

R1?(!%21!T)10%+'$0!/1FF!?$(!*+&*F1!%21!D13/'&(0!G'&!1I?>7F18!!
\&+1GF3!!!1I7F?+$!!!%21!!!7)&7'01!!!'G!?!!!!!*'(1!'G!*'$()*%!!!!!G'&!?!%')&+0>!M)0+$100;!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!

!

! ! ! !

`$(1&0%?$(!%21!+>7'&%?$*1!'G!1I*1FF1$%!01&B+*1!(1F+B1&3!+$!%21!%')&+0>!+$()0%&3!?$(!
2'/! service excellence !*'$%&+M)%10!%'!%21!0)**100!'G!%21!+$()0%&3;!!!

!

! ! ! !

R1>1>M1&!%2?%!%2+0!%'7+*!+0!G+&0%F3!?M')%!2'/!%21!*)0%'>1&!0110!%21!M)0+$100!?$(!%21!
0%?GG!?$(!01*'$(F3 !?M')%!%21!/'&D+$4!&1F?%+'$02+7!M1%/11$!%21!1>7F'31&!?$(!%21!
1>7F'311;!! !

!

! ! ! !

621!+>?41!'G!%21!%')&+0>!*'>7?$3!*'$0+0%0!'G!%21!+>?41!'G!%21!M)0+$100!?$(!%21!
+>?41!'G!%21!0%?GG;!!@$'/!/2+*2!G?*%'&0!+$GF)1$*1!1?*2!?071*%!'G!%21!*'>7?$3!+>?41;!!!

!

! ! ! !

`$(1&0%?$(!%21!(+GG1&1$*1!M1%/11$!*'$(+%+'$0!'G!1>7F'3>1$%X!*'$%&?*%!'G!1>7F'3>1$%!
?$(!%21!*'(1!'G!*'$()*%;!! !

!

! ! ! !

H$0)&1!%2?%!3')!D$'/!%21!(+GG1&1$%!0%+7)F?%+'$0!*'$%?+$1(!+$!?!*'$%&?*%!'G!1>7F'3>1$%;!!!! !

! ! ! !

R1>1>M1&!%2?%!%21!*'(1!'G!*'$()*%!2?0!?!7)&7'01!?$(!?!B?F)1;!! !

!
!
!
!
!
!
!
!
!
!
!
!
!
!

! ! !



!
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"

Y?3!?%%1$%+'$!%'!%21!?*%+'$!B1&M!+$!1?*2!T)10%+'$;!!621!?*%+'$!B1&M!%1FF0!3')!2'/!%'!
+$%1&7&1%!?$(!?$?F301!%21!T)10%+'$!*'&&1*%F3;!9%)(3!%21!1I?>7F10!M1F'/;!!

!

"

How to use the action verbs:   !

Example 1  !

! ! ! !

Question:    Define:  Grooming as part of personal appearance  (2)  

! ! ! !

STEP 1 a+$(!%21!!!action verb: !! !

! Define: !Grooming as part of personal appearance !! !

! 621!?*%+'$!B1&M!+0!�µ�G�H�I�L�Q�H�¶��^1G+$1!means that a clear explanation should be 

given !!!

!

! ! ! !

STEP 2  #(1$%+G3!%21!!!!!!!content ! !

! Define:  !Grooming!!!!!as part of personal appearance. ! (2) 

! 621!*'$%1$%!+0!?M')%!/2?%!%21!>1?$+$4!'G!4&''>+$4!+0;!!!! !

! ! ! !

STEP 3 i2+*2!?071*%!'G!%21!*'$%1$%!J4&''>+$4K!02')F(!M1!?((&1001(h!! (2) 

! Define: Grooming as part of personal appearance ! !

! 621!%2+&(!0%17!%1FF0!3')!/2+*2!aspect of the content %'!?$0/1&:   part of 

personal appearance !!

!

! ! 1F?M'&?%+'$! !

STEP 4 R1G1&!%'!%21!mark allocation !G'&!%21!?*%+'$!B1&M!�µ�'�H�I�L�Q�H�¶;!TWO 

marks ?&1!?FF'*?%1(!%'!%21!?$0/1&.!!!

!

 ! !

! ! ! !

"

"

"

"

"

"

"

"



!

%-"
"

! ! ! !

Example 2:  !

Question:  Propose TWO possible solutions to handle a situation 

involving unacceptable behaviour at the workplace.  (2x2) !                                                                                                     

!

(4) 

! ! ! !

STEP 1  a+$(!%21!action verb !! !

! 621!?*%+'$!B1&M!+0!Propose ! !

! !Propose      TWO possible solutions to handle a situation involving 

unacceptable behaviour at the workplace. !!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!(2x2)!!

 

(4) 

! Propose !&1G1&0!%'!�µ�W�R���J�L�Y�H���D��plan or suggestion for consideration by others. ! !

!  !

STEP 2  #(1$%+G3!%21!!!content ! !

! Propose  TWO possible solutions to handle a situation involving 

unacceptable behaviour   at the workplace.                                          (2x2)!!

!

(4) 

! 621!&'F1!?$(!*'$%1$%!'G!?!*'(1!'G!*'$()*%!+$!0)*2!?!0+%)?%+'$!02')F(!M1!

(+0*)001(! !

!

! ! ! !

STEP 3 i2+*2!?071*%!'G!%21!*'$%1$%!J)$?**17%?MF1!M12?B+')&K!$11(0!%'!M1!

0'FB1(h!!

!

! !Propose  TWO possible solutions to handle a situation involving 

unacceptable behaviour at the workplace.                                               (2x2)!!

 

(4)  

! 621!0'F)%+'$!+0!G'&!%21!0+%)?%+'$!?%!%21!/'&D7F?*1;!! !

STEP 4 621!mark allocation !G'&!%21!T)10%+'$!+0!4 marks. !(2 x 2)!+$(+*?%10!

%2?%!6i_!0'F)%+'$0!>)0%!M1!0%?%1(X!?$(!+%!/+FF!1?&$!5!>?&D0;!i&+%1!

%21!?$0/1&!+$!G)FF!01$%1$*10!%'!01*)&1!-!>?&D0!71&!G?*%;!!!

!

!

!

!

!

!

!

!

!



!

%!"
"

  

                    

Preparation for the Examination in this topic  

Question 1  !

a')&!'7%+'$0!?&1!7&'B+(1(!?0!7'00+MF1!?$0/1&0!%'!%21!G'FF'/+$4!T)10%+'$0;!!W2''01!%21!

?$0/1&!?$(!/&+%1!'$F3!%21!F1%%1&!JA]^K!$1I%!%'!%21!T)10%+'$!$)>M1&!J";"!�±!";LK!G'&!1I?>7F1!

";P!!^! !

!

! ! ! !

";"! ! A$!1>7F'311!2?0!%21!&+42%!%'!&1*1+B1!%2+0!('*)>1$%!)7'$!2+0=21&!%1&>+$?%+'$!'G!

1>7F'3>1$%8!!!!

!

! ! ! !

! A! 6?I!&1G)$(!0F+7! !

! \ ! W1&%+G+*?%1!'G!01&B+*1! !

! W! c+0%!'G!G&+$41!M1$1G+%0!! !

! ^! ! R1*1+7%!G'&!F14?F!G110! J"K!

! Answer: !!!\! �9! !

! ! ! !

";-! ! R14)F?%+'$0!&1F?%+$4!%'!%21!)01!'G!0%&'$4!71&G)>10!?%!/'&D8!!! !

! ! ! !

! A!! Y1&0'$?F!234+1$1! !

! \ ! Y1&0'$?F!?)&?!! !

! W! H>'%+'$?F!+$%14&+%3!! !

! ^ ! H>'%+'$?F!0%?>+$?!! J"K!

! Answer: !!A!�3! !

! ! ! !

";,! ! i21$!?$!1>7F'311!+$!%21!%')&+0>!+$()0%&3!/'&D0!'$!?!7)MF+*!2'F+(?3X!%21!1>7F'311!

�L�V���H�Q�W�L�W�O�H�G���W�R���«!

!

! ! ! !

! A! a+B1!(?30!?((+%+'$?F!F1?B1;!! !

! \ ! 6+>1!'GG!1T)+B?F1$%!%'!%/'!>'$%20;!! !

! W! Y?3>1$%!?%!(')MF1!%21!$'&>?F!&?%1;! !

! ^ ! R1()*1(!?$$)?F!M'$)010;! ! J"K!

! Answer: !!W!�3! !



!

%#"
"

! ! ! !

";5! ! _$1!'G!%21!&)F10!+$!%21!*'(1!'G!*'$()*%!%2?%!*&1/!>1>M1&0!'$!?!*&)+01!02+7!>)0%!

G'FF'/8!!!

!

! ! ! !

! A! C?3!M1!?M01$%!G&'>!0?G1%3!(&+FF0;! !

! \ ! E)10%0!?&1!?FF'/1(!+$!*&1/!?&1?0;! !

! W! C?3!&1G)01!MF''(!?F*'2'F!*'$%1$%!%10%+$4;! !

! ^ ! W&1/!>1>M1&0!>)0%!M1!7)$*%)?F!?%!?FF!%+>10;! J"K!

! Answer: !!^! �9! !

! ! ! !

";:! ! 6'!1$0)&1!%21!+%1>!+$!%21!7+*%)&1!M1F'/!?((0!%'!%21!+(1$%+%3!'G!?$!)7>?&D1%!

�J�X�H�V�W�K�R�X�V�H�����W�K�H���«��!

!

! ! ! !

! !

!

!

!

!

!

! ! ! !

! A! �Z�R�U�G���µ�6�R�D�S�¶���P�X�V�W���E�H���U�H�P�R�Y�H�G����! !

! \ ! 7?*D?4+$4!>)0%!M1!)$+T)1F3!M&?$(1(;!! !

! W! *'$%1$%0!>)0%!M1!&1])01(!M3!'%21&!4)10%0;!!! !

! ^ ! %')&+0%0!>)0%!M&+$4!%21+&!'/$!0'?7;!!! J"K!

! Answer: !!\! �3! !

! ! ! !

";O! A0!7?&%!'G!%21!*'(1!'G!*'$()*%X!%21!.+F%'$!.'%1F!4&')7!('10!<_6!?FF'/!+%0!

1>7F'3110!%'!?**17%!4+G%0!G&'>!4)10%0!'&!0)77F+1&0;!!62+0!7&?*%+*1!1$0)&10!%2?%!

�H�P�S�O�R�\�H�H�V���P�D�L�Q�W�D�L�Q���«��!

!

! ! ! !

! A! 4''(!*'>>)$+*?%+'$!0D+FF0;!! !

! \ ! 7&'G100+'$?F!?771?&?$*1;!! !

! W! F1?(1&02+7!T)?F+%+10;!! !

! ^ ! 7&'G100+'$?F!?**')$%?M+F+%3;!!! J"K!

! Answer: !!^ �3! !

! ! ! !

! ! ! !



!

%1"
"

";Q!! A$!1I?>7F1!'G!1%2+*?F!0%?GG!M12?B+')&8!!! !

! ! ! !

! A! #$G'&>!%21!0)71&B+0'&!/21$!3')!/+FF!M1!?M01$%!G&'>!/'&D!! !

! \ ! E&?$%+$4!)$F+>+%1(!(+0*')$%0!%'!G?>+F3!?$(!G&+1$(0!! !

! W! <'%!7?3+$4!?$!1>7F'311!G'&!?FF!%21!1I%&?!2')&0!/'&D1(! !

! ^! ! 6?D+$4!*&1(+%!G'&!/'&D!%2?%!+0!$'%!*'$0+(1&1(!3')&!'/$! J"K!

! Answer: !!A�3! !

! ! ! !

";L ! A$!1I?>7F1!'G!?!G&+$41!M1$1G+%!G'&!*?M+$!*&1/!?%!?$!?+&F+$18! !

! ! ! !

! A! C'$%2F3!0?F?&3! !

! \ ! 91B1&?$*1!7?*D?41! !

! W! `$+G'&>!?FF'/?$*1! !

! ^ ! R1()*1(!%?I ! J"K!

! Answer: !!W�3! [8]  
"

Question 2:  !

W2''01!%21!*'&&1*%!/'&(J0K!G&'>!%2'01!4+B1$!+$!M&?*D1%0;!!i&+%1!'$F3!%21!/'&(J0K!$1I%!%'!

%21!T)10%+'$!$)>M1&!J-;"!�±!-;OK!G'&!1I?>7F1!-;Q!W'$(+%+'$0!!!

!

! ! ! !

-;"! ! A$!1>7F'311!/2'!2?0!$'%!G)FG+FF1(!2+0!*'$(+%+'$0!'G!01&B+*1!*?$!G?*1!J%1&>+$?%+'$!'G!

01&B+*1=&1>)$1&?%+'$!G'&!01&B+*1K!M3!?$!1>7F'31&;!

!

J"K!

! ! ! !

-;-! ! (Y)$*%)?F+%3=R1>)$1&?%+'$K!+0!?$!1I?>7F1!'G!7&'G100+'$?F!?**')$%?M+F+%3!+$!%21!

%')&+0>!+$()0%&3;!

!

J"K!

!  !

-;,! ! 621!J*'(1!'G!*'$()*%=*'$%&?*%!'G!1>7F'3>1$%K!*'$%?+$0!+$G'&>?%+'$!'$!%21!

*'$(+%+'$0!'G!1>7F'3>1$%!

!

J"K!!

! ! ! !

-;5! ! ���5�H�P�X�Q�H�U�D�W�L�R�Q���5�H�L�P�E�X�U�V�H�P�H�Q�W�����U�H�I�H�U�V���W�R���D�Q���H�P�S�O�R�\�H�H�¶�V���V�D�O�D�U�\���D�Q�G���S�H�U�N�V���J�L�Y�H�Q���E�\��

%21!1>7F'31&!G'&!/'&D!('$1;!

!

J"K!

! ! ! !

-;:! ! �&�D�E�L�Q���F�U�H�Z���P�H�P�E�H�U�V���F�D�Q���R�E�W�D�L�Q���L�Q�I�R�U�P�D�W�L�R�Q���R�Q���W�K�H���D�L�U�O�L�Q�H�¶�V���X�Q�L�I�R�U�P���L�Q���W�K�H�����F�R�G�H���R�I��

*'$()*%=*'$%&?*%!'G!1>7F'3>1$%K!

!

J"K!

! ! ! !

-;O!! Y?3>1$%!G'&!'B1&%+>1!/'&D!>?3!M1!&14?&(1(!?0!J?!G&+$41!M1$1G+%=!?$$)?F!F1?B1K;! J"K!

 

! ! [6] !



!

%$"
"

Answers:   !

-;" ! 61&>+$?%+'$!'G!01&B+*1!!�9! !

-;- ! Y)$*%)?F+%3!�9! !

-;, ! W'$%&?*%!'G!1>7F'3>1$%!�9! !

-;5 ! R1>)$1&?%+'$!�9! !

-;: ! W'$%&?*%!'G!1>7F'3>1$%!�9! !

-;O! A!G&+$41!M1$1G+%!�9! [6] !

! ! !

Question 3:   !

R1?(!%21!0*1$?&+'!?$(!*'>7F1%1!%21!G'FF'/+$4!7?&?4&?72!M3!*2''0+$4!?!/'&(=%1&>!G&'>!

%21!F+0%!M1F'/;!!i&+%1!'$F3!%21!/'&(=%1&>!$1I%!%'!%21!T)10%+'$!$)>M1&!J,;"! �±!,;:K; !

!

! ! ! !

! Joseph Ndlovu completed a three -year Diploma in Tourism Management. He 

responds to an advertisement in the newspaper for a managerial position at 

the Gauteng Tourism Information Centre.    

!

!

!  !

! /'&D+$4!2')&0!!!!!!!!!!!!!!!!!!!*'$%&?*%!'G!1>7F'3>1$%!!!!!!!!!!!!!!!!!!W)&&+*)F)>!g+%?1!!!!!!!!

*'(1!'G!*'$()*%!!!!!!!!!!!!!!!!!!!!01&B+*1!1%2+*0!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!&1>)$1&?%+'$!!!!!!!!!!!!!

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!F?M')&!F?/0!!!!!!!!!!!!!!!!!!!!!

!

! ! !

! .1!01$(0!2+0! (3.1)!�Z�L�W�K���K�L�V���D�S�S�O�L�F�D�W�L�R�Q���I�R�U�P�����-�R�V�H�S�K�¶�V���D�S�S�O�L�F�D�W�L�R�Q���Z�D�V���V�X�F�F�H�V�V�I�X�O����

?$(!21!/?0!?77'+$%1(!+$!%21!7'0%;!_$!2+0!?77'+$%>1$%!2+0!1>7F'31&!4?B1!2+>!(3.2)!

/2+*2!*'$%?+$1(!2+0!(3.3)!?$(! (3.4).!!d'0172!?F0'!0+4$1(!%21!(3.5)!/2+*2!4+B10!

(+&1*%+'$!&14?&(+$4!2+0!/'&D!1%2+*0;!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!

!

!

!

[5]  

! Answers:  !

! ,;" ! W)&&+*)F)>!g+%?1!�3! J"K!

! ,;- ! *'$%&?*%!'G!1>7F'3>1$%!�3! J"K!

! ,;, ! /'&D+$4!2')&0!�3! J"K!

! ,;5 ! &1>)$1&?%+'$!�3! J"K!

! ,;: ! *'(1!'G!*'$()*%! �3! J"K!

! ! ! [5]  

"

"

"

"



!

%%"
"

! ! !  

Question 4:   !

W2''01!%21!(10*&+7%+'$!G&'>!W'F)>$!\!%2?%!>?%*210!%21!%1&>!+$!W'F)>$!A;!!i&+%1!'$F3!

%21!F1%%1&!JA!�±!@K!$1I%!%'!%21!T)10%+'$!$)>M1&!J5;"!�±!5;"ZK!+$!%21!A<9iHR!\__@X!G'&!

1I?>7F1!5;""!c !

!

  Column A  Column B  

5;" ! \&?$(+$4! A!! C'$13!+0!7?+(!G'&!/'&D!('$1!'&! services !(1F+B1&1(!M3!

?$!1>7F'311!! !

5;- ! c'4' ! \ ! A!02'&%X!0%&+D+$4!72&?01!%2?%!'&4?$+0?%+'$0!)01!+$!

>?&D1%+$4!

5;, ! R1>)$1&?%+'$! W! 621!/?3!%2?%!?!$?>1X!%1&>X!(10+4$!'&!03>M'F!

+(1$%+G+10!?!071*+G+*!7&'()*%!

5;5! ^+0*&+>+$?%+'$! ^ ! A!0>?FF!(10+4$!'&!?!7+*%)&1!%2?%!?$!'&4?$+0?%+'$!

*2''010!%'!+(1$%+G3!%21+&!7&'()*%0!?$(!01&B+*10!

5;: ! 9'G%!0D+FF0! H! i2?%!%')&+0%0!M1F+1B1!%213!/+FF!1I71&+1$*1!/2+F1!

%213!?&1!'$!2'F+(?3!

5;O! i1M0+%1! a!! Y1&0'$?F!*2?&?*%1&+0%+*0!%'!+$%1&?*%!B1&3!/1FF!/+%2!

'%21&!71'7F1!

5;Q! HI71*%?%+'$0! E! 6&1?%+$4!71'7F1!(+GG1&1$%F3!'$!%21!4&')$(0!'G!&?*1X!

01IX!?41X!(+0?M+F+%3!

5;L! 9F'4?$! . ! 62+$40!%2?%!?&1!1001$%+?F!/21$!%&?B1FF+$4!

5;P! <11(0 ! #! R1G1&0!%'!/2?%!%')&+0%0!F+D1!?$(!/2?%!%213!/')F(!

&?%21&!2?B1=('!'B1&!'%21&!%2+$40!

5;"Z ! Y&1G1&1$*10! d! AFF'/!0'>1%2+$4!%'!*'$%+$)1!/+%2')%!+$%1&G1&1$*1!�±!

0'>1%2+$4!%2?%!3')!(+0F+D1!

! ! @! 621!01%!'G!+$G'&>?%+'$!7?410!'$!%21!#$%1&$1%!%2?%!/?0!

(10+4$1(!G'&!?$!'&4?$+0?%+'$!!

                                                                                                                                                                            [10]  

Answers:   !

! 5;" ! W!�9! 5;O! @�9! !

! 5;- ! ^ !�9! 5;Q! H�9! !

! 5;, ! A!�9! 5;L! \ �9! !

! 5;5! E!�9! 5;P! . �9! !

! 5;:! ! a!�9! 5;"Z ! #�9! [10]  

! ! ! ! ! !



!

%'"
"

Question 5 !! !

! ! ! !

:;" ! 9%)(3!%21!+$G'&>?%+'$!M1F'/!?$(!?$0/1&!%21!T)10%+'$0!%2?%!G'FF'/! !

! ! ! !

!

!

!

! ! ! !

! :;";" ! #$!%21!7+*%)&1X!+(1$%+G3!6i_!/?30!+$!/2+*2!%21!/?+%&'$0!(+07F?3!

7&'G100+'$?F+0>!+$!%21!/'&D7F?*1;!

!

J5K!

! ! ! !

! :;";- ! 621!*'$%&?*%!'G!1>7F'3>1$%!071*+G+10!%21!(&100!*'(1!G'&!%21!/?+%&'$0!M)%!

('10!$'%!+$*F)(1!*'>71$0?%+'$!J>'$13K!G'&!)$+G'&>0;!!621!/?+%&'$0!+$!%21!

?M'B1!7+*%)&1!G11F!%21!'$F3!/?3!%213!*?$!?(21&1!%'!%21!(&100!*'(1!+0!+G!%213!

&1*1+B1!?!)$+G'&>!?FF'/?$*1;!!!

!

! ! ! !

! ! HI7F?+$!_<H!&1?0'$!/23!%21!%/'!1>7F'3110!G11F!1$%+%F1(!%'!?!)$+G'&>!

?FF'/?$*1;! !

!

J-K!!

! ! ! !

! ! ! !



!

%."
"

:;- ! ! 9%)(3!%21!+$G'&>?%+'$!M1F'/!?$(!?$0/1&!%21!T)10%+'$0!%2?%!G'FF'/;! !

!

!

!

! ! ! !
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*'$0+(1&1(!?!B+'F?%+'$!'G!%21!*'(1!'G!*'$()*%;!
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!
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621!1F1*%&'$+*!D13!*?&(!+0!M&?$(1(!/+%2!%21!2'%1F!$?>1!?$(!0F'4?$;!!!!!!!!!!!!!!!!!!!!
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! O;";- ! R1(1*'&?%+'$!=!&1G)&M+02>1$%!=!>'(1&$+U?%+'$!'G!%21!&''>;!!!�9�9!!!!! !!!!!!!!!!!!!!!!!!!!!!
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J-K!

! ! ! !

O;-! O;-;" ! ?K!!!!W'$%&?*%!'G!1>7F'3>1$%;!�9�9!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!! J-K!

! ! MK!!!#%!+0!?$!?4&11>1$%!M1%/11$!%21!1>7F'31&!?$(!%21!1>7F'311;�9�9!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!
�‡���3�D�U�W�L�H�V���D�U�H���F'>71FF1(!%'!?M+(1!M3!%21!&14)F?%+'$0!?$(!*'$(+%+'$0!+$!%2+0!!!!
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J5K!
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Question 8  !
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! L;-;- ! R1G1&!%'!<D'0+e0!/'&(0!+$!%21!0711*2!M)MMF1;!^+0*)00!_<H!/?3!+$!/2+*2!

&')%+$1!7?%&'F0!02'/!%2?%!9A<Y?&D0!2?0!?$!1$B+&'$>1$%?F!7'F+*3!+$!7F?*1;!

!

J-K!

(8) 

Answers:  !

L;" ! L;";" ! \ �9!=!9')%2!AG&+*?$!<?%+'$?F!Y?&D0!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!! J"K!

! L;";- ! ^ �9=!W'$01&B?%+'$!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!! J"K!

! L;";, ! W�9=!AM')%!)0!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!! ! J"K!

! L;";5 ! A�9!=!\''D!3')&!%&+7!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!! J"K!

! ! ! !

L;- ! L;-;" ! i1?&+$4!%21!)$+G'&>�9!'G!9')%2!AG&+*?$!<?%+'$?F!Y?&D0;!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!

\?(410!J17?)F1%%10K!�9!'G!%21!9A!<?%+'$?F!Y?&D0;!

�x! #(1$%+G3!%21!'&4?$+0?%+'$!?$(!(+07F?3!7&'G100+'$?F+0>!'G!%21!'&4?$+U?%+'$;!

�x! .1!+0!$1?%F3!(&1001(;!!

J-K!!



!

'' "
"

! ! ! !

! L;-;- ! 621!&')%+$1!7?%&'F!02'/0!%21!>'$+%'&+$4!'G!/+F(F+G1!/+%2+$!%21!7?&D!+$(+*?%+$4!+%!+0!

7?&%!'G!%21!1$B+&'$>1$%?F!7'F+*3;!�9�9!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!

�‡���7�K�H���U�R�X�W�L�Q�H���S�D�W�U�R�O���Z�K�L�F�K���P�R�Q�L�W�R�U�V���S�R�D�F�K�H�U�V���D�Q�G���F�U�L�P�L�Q�D�O���E�H�K�D�Y�L�R�X�U���L�V��?F0'!

7?&%!'G!%21!1$B+&'$>1$%?F!7'F+*3;!

J-K!

! ! ! [8]  

 !

Question 9  !

! R1?(!%21!1I%&?*%!M1F'/!?$(!?$0/1&!%21!T)10%+'$0;!! !

! !

!

!

! ! ! !

P;"! E+B1!%21!%1&>!)01(!%'!(10*&+M1!1>7F'3110!+$!?!M)0+$100!/2'!/'&D!(+&1*%F3!/+%2!

*)0%'>1&0;!

!

J"K!!

! ! ! !

P;- ! <?>1!%21!('*)>1$%!%2?%!4'B1&$0!(&100!*'(1X!7230+*?F!?771?&?$*1!?$(!4&''>+$4!+$!?!

2'%1F;!

!

J"K!!

! ! ! !

P;, ! f)'%1!G&'>!%21!%1I%!%'!7&'B1!%2?%!%21!2'%1F!+$!%21!1I%&?*%!2?0!?!7'F+*3!'$!%21!7230+*?F!

?771?&?$*1!'G!1>7F'3110;!

!

J-K!!

! ! ! !

P;5! HI7F?+$!/23!?!*'>7?$3!2?0!%'!2?B1!%21!7'F+*3X!&1G1&&1(!%'!+$!f`H96#_<!P;,X!+$!7F?*1;! J-K!!

! ! ! !

P;: ! E+B1!_<H!&1?0'$!/23!0'>1!%')&+0%0!*')F(!M1!'GG1$(1(!M3!d?$1e0!?771?&?$*1;! J-K!!



!

'. "
"

! ! ! !

P;O! d?$1e0!*?01!+0!4'+$4!%'!*')&%;!j')!?&1!%21!?%%'&$13!JF?/31&K!&17&101$%+$4!%21!1>7F'31&!

J2'%1FK;!

d)0%+G3!a#gH!7'+$%0!%2?%!3')!/+FF!)01!%'!?&4)1!+$!G?B'&!'G!(+0>+00+$4!JG+&+$4K!%21!

1>7F'311; !

!

!

!

J"ZK!

! ! ! [18] 

Answers:  !

P;"! a&'$%F+$1!=!G&'$%F+$1!0%?GG!�9!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!! !!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!! !!!!!!!!!!!!!!!!!!!!!!

�‡���)�D�F�H���W�R���I�D�F�H����������������������������������������������������������������������������������������������������������������������������������������������������������������������!!!!!!!!!!!!!!!!!!!!!!!!!!!!!

Note: Do not accept examples of frontline staff!

J"K!!

! ! ! !

P;- ! W'(1!'G!W'$()*%! �9!!!!                                                                                                                      !J"K!!

! ! ! !

P;, ! e;;;M1*?)01!021!G?+F1(!%'!*'>7F3!/+%2!%21!?4&11>1$%!%'!&1>'B1!G?*+?F!jewellery!?$(!

*'B1&!B+0+MF1!%?%%''0!/2+F1!?%!/'&D;e!!�9�9!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!

!�‡���µ�������-�D�Q�H���K�D�G���Q�R�W���P�H�W���W�K�H���F�R�Q�G�L�W�L�R�Q�V���R�I���K�H�U���D�J&11>1$%!(107+%1!B1&M?F!?$(!/&+%%1$!

�Z�D�U�Q�L�Q�J�V���¶����������������������������������������������������������������������������������������������������������������������������������������������������������������������������������������������������������������������������!

Note:!No marks are awarded unless the answer is a quotation from the extract!

J-K!!

! ! ! !

! ! ! !

P;5! 621!7'F+*3!4)+(10!1>7F'31&0!?$(!1>7F'3110!'$!/2?%!%21!*'>7?$3!*'$0+(1&0!

?**17%?MF1!&14?&(+$4!?771?&?$*1;!�9�9!!!!!!!!!!!!!!!!!!!!!!!!!! 

�‡���7�K�H���S�R�O�L�F�\���F�D�Q���E�H���X�V�H�G���W�R���U�H�J�X�O�D�W�H���H�P�S�O�R�\�H�H��M12?B+'&;!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!

�‡���7�K�H���S�R�O�L�F�\���F�D�Q���E�H���X�V�H�G���W�R���V�X�S�S�R�U�W���D�O�O�H�J�D�W�L�R�Q�V���D�J�D�L�Q�V�W���H�P�S�O�R�\�H�H�V��!

�x! 621!7'F+*3!/+FF!?00+0%!1>7F'3110!+$!)$(1&0%?$(+$4!%21!7&'G100+'$?F!+>?41!%2?%!%21!

*'>7?$3!/')F(!F+D1!%'!>?+$%?+$;!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!

�‡!621!*'>7?$3!*?$!7&'%1*%!+%01FG!?4?+$0%!?$3!F14?F!?*%+'$!%?D1$!M3!%21!1>7F'311!'$!%21!!

!!!+00)1;!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!

�‡���7�R���H�Q�V�X�U�H���F�X�V�W�R�P�H�U���F�R�Q�I�L�G�H�Q�F�H������������������������������������������������������������������!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!

�‡���7�R���V�H�W���E�D�V�L�F���V�W�D�Q�G�D�U�G�V���I�R�U���V�W�D�I�I���D�S�S�H�D�U�D�Q�F�H��������������������������������������������������������������������������������������������������������������������������������������

�‡���7�R���P�D�L�Q�W�D�L�Q���W�K�H�L�U���S�U�R�I�H�V�V�L�R�Q�D�O���L�P�D�J�H��!

J-K!

! ! !

!

!

!

!

!



!

'/ "
"

P;: ! A!*)0%'>1&!>?3!%?D1!'GG1$*1!M1*?)01!%21!1>7F'311!+0!$'%!*'$()*%+$4!21&01FG!+$!?!

7&'G100+'$?F!>?$$1&;!�9�9!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!! !!!!!!!!!!!!!!!!!

�‡���7�R�X�U�L�V�W�V���F�D�Q���E�H���U�H�S�X�O�V�H�G�����S�X�W���R�I�I�����E�\���K�H�U���D�S�S�H�D�U�D�Q�F�H����������������������������������������������������������������������������������������������������������������������������

�‡���,�W���P�D�\���F�R�Q�W�U�D�G�L�F�W���V�R�P�H���W�R�X�U�L�V�W�V�
���Y�D�O�X�H�V�����S�U�L�Q�F�L�S�O�H�V���D�Q�G���F�X�O�W�X�U�D�O���E�H�O�L�H�I�V������������������������������������������!

�‡���6�R�P�H���W�R�X�U�L�V�W�V���Z�R�X�O�G���Q�R�W���Z?$%!%'!1I7'01!%21+&!*2+F(&1$!%'!?!M?(!1I?>7F1;!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!

�‡���6�R�P�H���W�R�X�U�L�V�W�V�
���S�H�U�F�H�S�W�L�R�Q�V���R�U���V�W�H�U�H�R�W�\�S�L�Q�J���R�I���S�L�H�U�F�L�Q�J�V���D�Q�G���W�D�W�W�R�R�V���L�V���Q�H�J�D�W�L�Y�H�����D�Q�G��!

!!!%21!*2?&?*%1&!'G!%21!1>7F'311!?$(!%21!M)0+$100!+%01FG!M1*'>10!T)10%+'$?MF1;!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!

�‡���,�W���L�V���L�Q���G�L�U�H�F�W���F�R�Q�W�U�D�V�W���Z�L�W�K���W�K�H���S�U�R�I�H�V�V�L�R�Q�D�O���L�P�D�J�H���R�I���W�K�H���E�X�V�L�Q�H�V�V;!

J-K!

! ! ! !

P;O! A0!?!>?$?41&!'G!%21!2'%1FX!\'M!2?0!%21!&107'$0+M+F+%3!'G!1$0)&+$4!?(21&1$*1!%'!

*'>7?$3!7'F+*3;! �9�9!!!!!                                                                             !!!!!!!!!!!!!!!!!!!!!!

d?$1!/?0!2+&1(!M?01(!'$!21&!T)?F+G+*?%+'$0!'$!%21!*'$(+%+'$!021!*'B1&0!21&!%?%%''0!?$(!

&1>'B10!G?*+?F!7+1&*+$40X!%'!/2+*2!021!?4&11(;!�9�9!  !!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!

621!*'>7?$3!2?(!?!7'F+*3!+$!7F?*1!%2?%!&14)F?%1(!+%0!(&100!*'(1;!�9�9!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!

621!*'&&1*%!(+0*+7F+$?&3!7&'*1()&10!/1&1!G'FF'/1(! �±!B1&M?F!?$(!/&+%%1$!/?&$+$40!/1&1!

4+B1$;!!�9�9!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!                   !!!!!!!!!!!!!!!!!!!!!!!!!!!

AFF!7&'*1()&10!*'>7F+1(!%'!F?M')&!F?/0;�9�9!!!!!!!!!!!!!!                               !!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!

�‡���6�K�H���Z�D�V���J�L�Y�H�Q���D���S�U�R�E�D�W�L�R�Q���S�H�U�L�R�G���R�I�������P�R�Q�W�K�V���W�R���D�G�K�H�U�H���W�R���W�K�H���F�R�P�S�D�Q�\���S�R�O�L�F�\;!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!

�‡���6�K�H���Z�D�V���G�L�V�P�L�V�V�H�G���D�V���D���O�D0%!&10'&%!%'!0'FB1!%21!7&'MF1>;!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!

�‡���6�K�H���E�U�H�D�F�K�H�G���K�H�U���F�R�Q�W�U�D�F�W���R�I���H�P�S�O�R�\�P�H�Q�W��]!021!(+0'M131(!7'F+*3!?$(!4'%!>'&1!!

!!%?%%''0;!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!

�‡���6�K�H���I�L�O�H�G���D�Q���H�P�S�O�R�\�P�H�Q�W���G�L�V�F�U�L�P�L�Q�D�W�L�R�Q���J�U�L�H�Y�D�Q�F�H���G�H�V�S�L�W�H���E�H�L�Q�J���W�K�H���R�Q�H���W�K�D�W���G�L�G���Q�R�W��!

!!*'>7F3!%'!21&!?4&11>1$%;!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!

�‡���6�K�H���F�D�Q���L�Q�I�O�X�H�Q�F�H���R�W�K�H�U���H�P�S�O�R�\�H�H�V���Q�H�J�D�W�L�Y�H�O�\���W�R���U�H�E�H�O���D�J�D�L�Q�V�W���F�R�P�S�D�Q�\���S�R�O�L�F�\!

J"ZK!
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4. Study and Examination tips (Subject Specific) !

.'/!%'!7&17?&1=0%)(3!G'&!%21!6')&+0>!1I?>+$?%+'$;!!

!

#$!7&17?&+$4!G'&!3')&!G+$?F!1I?>+$?%+'$!/'&D!%2&')42!?0!>?$3!7?0%!1I?>+$?%+'$!7?71&0!?0!

3')!*?$;!R1>1>M1&X!3')&!0)**100!+$!%21!G+$?F!1I?>!/+FF!(171$(!'$!2'/!>)*2!?((+%+'$?F!

%+>1!3')!7)%!+$%'!7&17?&+$4;!!

!

"; ! .?B1!?FF!3')&!0%?%+'$1&3!&1?(3!M1G'&1!3')!M14+$!0%)(3+$4!�±!71$*+F0X!71$0X!2+42F+42%1&0X!

7?71&X!1%*;!!

-; ! \1!7'0+%+B1;!9%)(3!%+>1!>)0%!M1*'>1!?!2?M+%!]!D117!&1>+$(+$4!3')&01FG!/23!3')!?&1!

0%)(3+$4;!!

,; ! 91FG](+0*+7F+$1!+0!D13;!\1!0%&+*%!/+%2!3')&01FG;!!

5;! ^&?/!)7!?!0%)(3!%+>1%?MF1;!#$*F)(1!?(1T)?%1!0F117!?$(!M&1?D!%+>10;!^)&+$4!M&1?D!

%+>10!%?D1!?!/?FD!')%0+(1;!!

:; ! ^+B+(1!3')&!F1?&$+$4!01*%+'$0!+$%'!>?$?41?MF1!7?&%0;!6&3+$4!%'!F1?&$!%''!>)*2!?%!'$1!

%+>1!/+FF!'$F3!&10)F%!+$!?!%+&1(X!)$G'*)01(X!?$(!?$I+')0!M&?+$;!

O;! @117!3')&!0%)(3!0100+'$0!02'&%!M)%!1GG1*%+B1!?$(!&1/?&(!3')&01FG!/+%2!02'&%X!

*'$0%&)*%+B1!M&1?D0;!

Q;! 61?*2!3')&!*'$*17%0!%'!?$3'$1!/2'!+0!/+FF+$4!%'!F+0%1$;!#%!>+42%!G11F!0%&?$41!?%!G+&0%X!M)%!

+%!+0!/'&%2!&1?(+$4!3')&!&1B+0+'$!$'%10!')%!?F')(;!

L;! i21$!3')!>?D1!$'%10!&1>1>M1&!3')&!M&?+$!F1?&$0!/1FF!/+%2!*'F')&0!/21$!3')!

)$(1&F+$1X!2+42F+42%X!*+&*F1!!!D13!/'&(0;!!

P;! j')!*?$!?F0'!)01!C$1>'$+*0! �±!/'&(0X!'&!02'&%!01$%1$*10!%'!21F7!3')!&1>1>M1&!%21!

*'$%1$%;!!

"Z; !\1!*'$G+(1$%!/+%2!%21!F1?&$+$4!?&1?0!3')!D$'/!/1FF!?$(!?FF'*?%1!>'&1!%+>1!%'!G'*)0!

3')&!M&?+$!1$1&43!'$!%21!01*%+'$0!%2?%!3')!G+$(!>'&1!(+GG+*)F%!%'!%?D1!+$;!

""; !R171%+%+'$!+0!%21!D13!%'!&1%?+$+$4!+$G'&>?%+'$!3')!>)0%!F1?&$;!@117!4'+$4!�±!�G�R�Q�¶�W���J�L�Y�H��

)7l !

"-; !9F117+$4!?%!F1?0%!L!2')&0!1B1&3!$+42%X!1?%+$4!M?F?$*1( !>1?F0!?$(!(&+$D+$4!7F1$%3!'G!

/?%1&!?&1!?FF!+>7'&%?$%!%2+$40!3')!$11(!%'!('!G'&!3')&!M&?+$;!9%)(3+$4!G'&!1I?>0!+0!?!

0%&1$)')0!1I1&*+01X!0'!3')!>)0%!M1!7230+*?FF3!7&17?&1(;!



!

.- "
"

",; !!`01!%21!*'&&1*%!%1&>+$'F'43!?$(!0)MN1*%!F?$4)?41!?0!3')!?&1!7&17?&+$4X!+$!%2?%!/?3!

3')!?&1!G?>+F+?&!%'!%21>!M3!%21!%+>1!3')!0+%!('/$!G'&!%21!1I?>!J1;4;!*'&&1*%!$?>10!G'&!

+*'$0K!

"5; !!W'>7+F1!?!4F'00?&3!+$!3')&!$'%1M''D!G'&!?FF!%21!01*%+'$0!'G!%21!/'&D!%'!M1!0%)(+1(;!!

":; !Y&?*%+01!/&+%+$4!7?&?4&?72!%371!T)10%+'$0!)0+$4!*'>7F1%1!01$%1$*10!/21$!/'&D+$4!

%2&')42!7?0%!1I?>+$?%+'$!7?71&0;!!

"O;!H$4?41!/+%2!&10')&*10!F+D1!%21!'$10!)01(!+$!%21!1I?>+$?%+'$!7?71&0!/2+F1!3')!?&1!

0%)(3+$4;!a'&!1I?>7F18!0%)(3!%21!7+*%)&1!?$(!?0D!3')&01FG!T)10%+'$0!F+D18!/2?%!+0!%21!

%'7+*!'G!%21!7+*%)&1h!JF''D!?%!%21!21?(+$4K;!i2?%!+0!%21!&10')&*1!%1FF+$4!>1h!^'10!+%!

02'/!?!7'0+%+B1!'&!$14?%+B1!+>7?*%h!!

"Q;!#%!+0!+>7'&%?$%!%2?%!3')!7&?*%+01!2'/!%'!7&101$%!3')&!?$0/1&0!+$!?!F'4+*?F!/?3!%2?%!02'/!

*F1?&!&1?0'$+$4;!62?%!+0!/21$!3')!/&+%1!('/$!2'/!3')&!%2')42%0!F1(!3')!%'!?$!?$0/1&;! !

"L; !.'/! %'! 0%)(3! (1G+$+%+'$08! \&1?D! %21! /'&(=0! )7! +$%'! )$(1&0%?$(?MF1! 7?&%0! 1;4;! +$%1&!

JM1%/11$K! $?%+'$?F! J$?%+'$0=! *')$%&+10K! %2)0! +$%1&$?%+'$?F! >1?$0! M1%/11$! (+GG1&1$%!

*')$%&+10;!

 

The Grade 12 Tourism question paper  
   

a'&>?%!'G!%21!/&+%%1$!%21'&3!1I?>!7?71&!

�x! 621!6')&+0>!1I?>+$?%+'$!7?71&!*'$0+0%0!'G!?!,]2')&!7?71&!'G!-ZZ!>?&D0;!!

�x! 621&1!?&1!G+B1!01*%+'$0X!?$(!?FF!%21!T)10%+'$0!?&1!W_CY`c9_Rj;!

�x! 621!G'&>?%!'G!%21!1I?>!+0!02'/$!'$!%21!%?MF1!M1F'/;!`01!%21!%?MF1!?0!?!4)+(1!%'!?FF'*?%1!

3')&!%+>1!?**'&(+$4!%'!1?*2!01*%+'$;!!

SECTION QUESTION TOPIC MARKS MINUTES 
A " ! 92'&%!f)10%+'$0!J*'B1&+$4!?FF!%'7+*0K! 5Z! -Z !

B 
- ! C?7 !i'&D!?$( !6')&!YF?$$+$4!

:Z ! :Z !, ! a'&1+4$!HI*2?$41 !
!

C 
5! 6')&+0> !A%%&?*%+'$0! !

:Z !
!

:Z !: ! W)F%)&?F!?$( !.1&+%?41!6')&+0> !
O! C?&D1%+$4!

D 
Q! 6')&+0> !91*%'&0!

,Z ! ,Z !L! 9)0%?+$?MF1!?$( !R107'$0+MF1!6')&+0> !
!

E 
P!

^'>10%+*X!R14+'$?F!?$(!
#$%1&$?%+'$?F!6')&+0> !

!
,Z !

!
,Z !

"Z ! W'>>)$+*?%+'$!?$( !W)0%'>1&!W?&1!
 200 180 

!

!

!

!

!
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What to expect in the Tourism examination  

R1?(!%2+0!01*%+'$!+$!*'$N)$*%+'$!/+%2!%21!HI?>+$?%+'$!E)+(1F+$10!G'&!6')&+0>;!!

!

Section A  

�6�H�F�W�L�R�Q���$���P�X�V�W���Q�R�W���E�H���P�L�V�W�D�N�H�Q���D�V���W�K�H���µ�H�D�V�\�¶���S�D�U�W���R�I���W�K�H���T�X�H�V�W�L�R�Q���S�D�S�H�U�����$�O�O���W�R�S�L�F�V���D�Q�G���V�X�E]%'7+*0!

+$!E&?(1!"-!WAY9!>?3!M1!?001001(!+$!%2+0!01*%+'$;!!

6371!'G!T)10%+'$0!3')!*?$!1I71*%!+$!%2+0!01*%+'$8!

Type of Question  Tips how to answer this question  

C)F%+7F1!*2'+*1!T)10%+'$0!

!

�x! R1?(!%2&')42!?FF!%21!(+0%&?*%'&0!
�x! W?$*1F!')%!%21!'$10!%2?%!?&1!%'%?FF3!/&'$4!
�x! R1?(!%21!'%21&!(+0%&?*%'&0!?4?+$!
�x! �'�H�F�L�G�H���Z�K�L�F�K���R�Q�H���L�V���F�R�U�U�H�F�W�����G�R�Q�¶�W���J�X�H�V�V!

C?%*2+$4!+%1>0!

!

�x! R1?(!?FF!*2'+*10!M1G'&1!01F1*%+$4!?$!?$0/1&!
�x! 6&3!%'!7&1(+*%!%21!*'&&1*%!?$0/1&!M1G'&1!3')!F''D!?%!%21!*2'+*10!

'GG1&1(!
�x! C?%*2!%21!1?03!'$10!G+&0%!)0+$4!%21!7&'*100!'G!1F+>+$?%+'$!
�x! c''D!G'&!*F)10!%'!21F7!>?%*2!%21!*'F)>$0!!

W2''01!%21!*'&&1*%!/'&(!

G&'>!%21!'7%+'$0!4+B1$!+$!

M&?*D1%0!'&!G&'>!%21!F+0%!

!

�x! @$'/!%21!%')&+0>!%1&>+$'F'43!=!?MM&1B+?%+'$0!?$(!?*&'$3>0!/1FF!
�x! R1?(!%21!1$%+&1!T)10%+'$!%21$!?$0/1&!+%!+$!3')&!>+$(!G+&0%!
�x! HF+>+$?%1!%21!/&'$4!?$0/1&0!
�x! R1?(!%21!T)10%+'$!?4?+$!)0+$4!3')&!01F1*%1(!?$0/1&!
�x! A$0/1&!%21!T)10%+'$0!3')!D$'/!G+&0%!

!

!

 

Section B  

6371!'G!T)10%+'$0!3')!*?$!1I71*%8!!

�x! H?*2!T)10%+'$!/+FF!*'B1&!?!$1/!%'7+*;!!

�x! #%!*?$!+$*F)(1!02'&%!?$0/1&0!'&!F'$4!?$0/1&0!?$(!+$*F)(1!7?&?4&?72]%371!T)10%+'$0;!!

�x! 9')&*1 ]M?01(!T)10%+'$0!F+D1!%?MF10X!7+*%)&10X!>?70X!GF'/!(+?4&?>0X!*?01!0%)(+10X!+$G'4&?72+*X!

?$(!*?&%''$0;!!

�x! #%!/+FF!B?&3!M1%/11$!&1>1>M1&+$4X!)$(1&0%?$(+$4!?$(!7&'MF1>]0'FB+$4!T)10%+'$0;!!

!

How to answer these questions:  

"; ! R1?(!%2&')42!%21!7?71&!*?&1G)FF3!()&+$4!%21!?FF'*?%1(!"Z!>+$)%10!&1?(+$4!%+>1;!j')!?&1!

$'%!?FF'/1(!%'!)01!?!71$=71$*+F=2+42F+42%1&!()&+$4!%2+0!%+>1;!!!

-; ! R1?(!%21!T)10%+'$0!?%!F1?0%!%/+*1!?$(!)$(1&F+$1!%21!+>7'&%?$%!/'&(0!+$!%21!T)10%+'$0;!62+0!

21F70!3')!%'!G'*)0!'$!/2?%!+0!&1?FF3!&1T)+&1(!?$(!%'!M1%%1&!)$(1&0%?$(!%21!T)10%+'$;!!!

\&1?D!)7!%21!T)10%+'$0;!

,; ! R1?(!*?&1G)FF3X!%21$!&1]&1?(!%21!T)10%+'$!?4?+$X!%'!*21*D!+G!3')!)$(1&0%?$(;!c1?&$1&0!F'01!

>?&D0!M1*?)01!%213!>+0&1?(!1I?>!T)10%+'$0;!



!
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5;! H$4?41!/+%2!%21!&10')&*10!+$!%21!7?71&X!?0D!T)10%+'$0!F+D1]!i2?%!+0!+%!?M')%!JF''D!?%!%21!

21?(+$4KX!/2?%!+0!+%!%1FF+$4!>1h!6'!/2+*2!%'7+*!('10!+%!&1F?%1h!!!

:; ! f)10%+'$0!&1T)+&+$4!02'&%!?$0/1&08!

�x! E+B1!'$1!/'&(!'$F3!+G!3')!?&1!?0D1(!%'!('!0'; !

�x! ^'!$'%!/&+%1!G)FF!01$%1$*10!)$F100!3')!?&1!?0D1(!%'!('!0';!

O;! f)10%+'$0!&1T)+&+$4!F'$41&!?$0/1&08!

�x! c''D!?%!%21!>?&D!?FF'*?%+'$!?0!3')&!4)+(1;!

�x! `$(1&0%?$(!%21!+$0%&)*%+'$0X!G'&!1I?>7F1X!('!3')!2?B1!%'!1I7F?+$!'&!*'>7?&1;!

�x! .+42F+42%=!)$(1&F+$1!%21!>'0%!+>7'&%?$%!/'&(!?0!3')&!4)+(1;!!

�x! YF?$!3')&!?$0/1&;!

�x! C?D1!?!G1/!$'%10!%'!G'&>?%!3')&!&107'$01;!

�x! `0)?FF3X!3')&!?$0/1&!02')F(!M1!+$!G)FF!01$%1$*10;!

7.! `01!%21!%+>1!?%!%21!1$(!'G!%21!7?71&!%'!&1GF1*%!'$!3')&!?$0/1&0 

!

       
 
Action verbs to help you answer questions  
!

#%!+0!+>7'&%?$%!%'!F''D!G'&!%21!?*%+'$!B1&M0!J%21!/'&(0!%2?%!%1FF!3')!/2?%!%'!('K!%'!*'&&1*%F3!

)$(1&0%?$(!/2?%!%21!1I?>+$1&!+0!?0D+$4;!`01!%21!?*%+'$!B1&M0!+$!%21!G'FF'/+$4!%?MF1!?0!?!4)+(1!

/21$!?%%1>7%+$4!T)10%+'$0;!

"

ACTION VERB WHAT IS REQUIRED OF YOU 

Analyse  ^+B+(1!+$%'!7?&%0!'&!1F1>1$%0!?$(!1I7F?+$!%21!&1F?%+'$02+7!!

 Arrange/Order  
 

_&(1&!*'$*17%0X!0%?%1>1$%0!'&!(10*&+7%+'$0!?**'&(+$4!%'!?!
7?&%+*)F?&!*&+%1&+'$!!

Calculate  
 

A77F3!>?%21>?%+*?F!*?F*)F?%+'$0!%'!&1?*2!?$!?$0/1&!!
!

Classify  ^+B+(1!+$%'!4&')70!'&!%3710!0'!%2?%!%2+$40!%2?%!?&1!0+>+F?&X!?&1!+$!%21!
0?>1!4&')7 !

Comment  i&+%1!41$1&?FF3!?M')%!?$!+00)1!)$(1&!(+0*)00+'$!

Compare  .+42F+42%!0+>+F?&+%+10!?$(!(+GG1&1$*10!
621!F1?&$1&!02')F(!$'%!(+0*)00!'&!(10*&+M1!'$1!>?%%1&!G+&0%!?$(!
%21$!4'!%'!%21!$1I%!

Define  E+B1!?!*F1?&!>1?$+$4!



!
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Describe  i&+%1!('/$!%21!*2?&?*%1&+0%+*0!'G!0'>1%2+$4!+$!?!F'4+*?F!?$(!/1FF]
0%&)*%)&1(!/?3!

Discuss  #$B10%+4?%1!?$(!0%?%1!*&+%+*?FF3!%21!?071*%0!'G!%21!>?%%1&!'&!
0%?%1>1$%!!

Evaluate  A00100!%21!M?0+0!'G!?!7?&%+*)F?&!7'+$%!'G!(17?&%)&1!'&!*&+%1&+'$;!
.+42F+42%!%21!0%&1$4%20!?$(!/1?D$10010!?G%1&!%21!G?*%0!?$(='&!
7'+$%0!'G!B+1/!2?B1!M11$!*'$0+(1&1(!!

Explain  C?D1!?$!+(1?!*F1?&X!0%?%1!0+>7F3!0'!%2?%!%21!&1?(1&!*?$!)$(1&0%?$(!
C1&1!0%?%+$4!'G!G?*%!+0!$'%!0)GG+*+1$%!

Give E+B1!%21!M?0+*!G?*%0!/+%2')%!(+0*)00+'$!!

Identify  91F1*%!%21!1001$%+?F!*2?&?*%1&+0%+*0!'G!%21!>?%%1&!!

Interpret  E+B1!%21!+$%1$(1(!>1?$+$4!'G!

Label  c?M1F!G'&!?!0D1%*2!'&!?!(+?4&?>!!

List  i&+%1!?!F+0%!'G!+%1>0!

Mention  R1G1&!%'!&1F1B?$%!7'+$%0!

Name 9%?%1!0'>1%2+$4!�±!4+B1X!+(1$%+G3!'&!>1$%+'$!

Plan  YF?$!?!>1%2'(!1;4;!!?$!1I71&+>1$%!!
!

Predict  A$%+*+7?%1!/2?%!/')F(!2?771$!!
!

State i&+%1!('/$!+$G'&>?%+'$!/+%2')%!(+0*)00+'$!

Suggest  _GG1&!?$!1I7F?$?%+'$!'&!0'F)%+'$!

Summarise  \&+1GF3!2+42F+42%!%21!>?+$!?071*%0!'G!%21!/2'F1!+00)1=*'$%1$%X!M)%!
&1%?+$!%21!1001$*1!�±!4+B1!?$!'B1&B+1/!!
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KEY CONCEPTS! DEFINITIONS!

Abseiling  9F+(+$4!('/$!?!&'*D!'&!B1&%+*?F!0)&G?*1!M3!)0+$4!?!&'71!%+1(!

&')$(!%21!M'(3! !

Accommodation  A!&''>X!4&')7!'G!&''>0X!'&!M)+F(+$4!+$!/2+*2!0'>1'$1!F+B10!'&!

0%?30!

Accommodation 

establishment  

A!7F?*1!%2?%!7&'B+(10!'B1&$+42%!F'(4+$4!%'!%&?B1FF1&0!M3!2?B+$4!

&''>0!'&!'%21&!)$+%0!?B?+F?MF1!!

Accountability  6?D+$4!&107'$0+M+F+%3!G'&!0'>1%2+$4!

Affordability  AM+F+%3!%'!7?3!G'&!%21!1I71$010!!!

Allowance  621!?>')$%!'G!0'>1%2+$4!%2?%!+0!71&>+%%1(!G'&!?!071*+G+*!&1?0'$!

1;4;!!M?44?41!?FF'/?$*1!/21$!)0+$4!?$!?1&'7F?$1!!

Annual  HB1&3!31?&!!

Attentive  Y?3+$4!*F'01!?%%1$%+'$!!

Attractions  A!7F?*1!'G!+$%1&10%!%2?%!%')&+0%0!B+0+%X!%37+*?FF3!G'&!+%0!$?%)&?F!'&!

*)F%)&?F!B?F)1X!2+0%'&+*?F!0+4$+G+*?$*1X!$?%)&?F!'&!M)+F%!M1?)%3X!

'GG1&+$4!F1+0)&1!?$(!?>)01>1$% 

Backpacker  A!71&0'$!%2?%!%&?B1F0!/+%2!?FF!%21+&!M1F'$4+$40!G'&!%21!%&+7!+$!?!

&)*D0?*D!JM?*D7?*DK!!

Backpacker hostel  A**'>>'(?%+'$!?B?+F?MF1!?%!?!B1&3!F'/!7&+*1;!!#%!)0)?FF3!

1I71*%0!4)10%0!%'!02?&1!%21!D+%*21$!?$(!M?%2&''>!J('&>+%'&3!

0%3F1K!!!

Branding  \&?$(+$4!+0!%21!/?3!%2?%!?!$?>1X!%1&>X!(10+4$X!'&!03>M'F!

+(1$%+G+10!?!071*+G+*!7&'()*%!

Budget  621!10%+>?%+'$!'G!+$*'>1!?$(!1I71$(+%)&1!!

Bungee jumping  d)>7+$4!G&'>!?!2+42!7F?*1!JF+D1!?!M&+(41K!/2+F1!01*)&1(!/+%2!?!

F'$4!&)MM1&!M?$(!?&')$(!%21!?$DF10!

Cabin crew  Y1'7F1!%2?%!?&1!/'&D+$4!/+%2!%21!7?001$41&0!'$!?!%&?+$X!*&)+01!

F+$1&!'&!?1&'7F?$1!

Capability  621!?M+F+%3!%'!('!0'>1%2+$4!!

Career  �$�Q���R�F�F�X�S�D�W�L�R�Q���X�Q�G�H�U�W�D�N�H�Q���I�R�U���D���V�L�J�Q�L�I�L�F�D�Q�W���S�H�U�L�R�G���R�I���D���S�H�U�V�R�Q�¶�V��

F+G1!?$(!/+%2!'77'&%)$+%+10!G'&!7&'4&100!

      

5. Glossary  

 



!
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Characteristics  A!G1?%)&1!'&!T)?F+%3!M1F'$4+$4!%37+*?FF3!%'!?!71&0'$X!7F?*1!'&!

%2+$4!?$(!01&B+$4!%'!+(1$%+G3!%21> !

Collaborative  i21$!%/'!'&!>'&1!7?&%+10!?&1!/'&D+$4!%'41%21&!!

Communication  621!1I*2?$41!'G!+$G'&>?%+'$!M3!071?D+$4X!/&+%+$4X!'&!)0+$4!

0'>1!'%21&!>1(+)>! !

Concierge  A!2'%1F!1>7F'311!/2'01!N'M!+0!%'!?00+0%!4)10%0!M3!M''D+$4!

%')&0X!>?D+$4!%21?%&1!?$(!&10%?)&?$%!&101&B?%+'$0!1%*;!!

Conduct  \12?B+')&!

Cooperative  #$B'FB10!>)%)?F!?00+0%?$*1!G&'>!7?&%+10!%'!&1?*2!?!*'>>'$!

4'?F!!

Core duties  C?+$!()%+10!!

Courtesy  621!?%%+%)(1!?$(!M12?B+')&!%2?%!02'/!7'F+%1$100!!

Delegate  E+B+$4!?!&107'$0+M+F+%3!%'!?!F100!01$+'&!71&0'$!!

Destination  A!7F?*1!%2?%!71'7F1!/')F(!F+D1!%'!B+0+%!�±!%21!1$(!'G!%21!N')&$13;!!

Discrimination  6&1?%+$4!71'7F1!(+GG1&1$%F3!'$!%21!4&')$(0!'&!&?*1X!01IX!?41X!

?$(='&!(+0?M+F+%3!!

Efficiency  621!?M+F+%3!%'!/'&D!+$!0)*2!?!/?3!%2?%!$'!%+>1X!&10')&*10X!

>?%1&+?F0X!>'$13X!'&!1GG'&%0!?&1!/?0%1(!+$!41%%+$4!%'!?!&1T)+&1(!

&10)F%!'&!4'?F!

Entrepreneur  A!71&0'$!/2'!01%0!)7!?!M)0+$100!'&!M)0+$10010X!%?D+$4!'$!

G+$?$*+?F!&+0D0!+$!%21!2'71!'G!?!7&'G+%!!

Epaulettes  #%!+0!/'&$!'$!%21!02')F(1&0!%'!02'/!&?$D!'&!M1F'$4+$4!%'!?!

7?&%+*)F?&!'&4?$+0?%+'$!!

Essential  HI%&1>1F3!+>7'&%?$%!

Ethical challenges  c14?FF3!(?$41&')0!+00)10!%2?%!*&1?%1!*'$GF+*%!/+%2+$!%21!>'&?F!

7&+$*+7F10!'G!0'*+1%3X!1;4;!!M&+M1&3X!D+*DM?*D0!!

Etiquette  Y'F+%1!M12?B+')&!/21$!+$!0'*+1%3!=!?>'$40%!'%21&!71'7F1!!

Excellent service  AMF1!%'!1I*11(!%21!1I71*%?%+'$0!'G!?!*)0%'>1&!!

Executive chef  621!71&0'$!%2?%!>?$?410!%21!(?+F3!'71&?%+'$0!'G!&10%?)&?$%!?$(!

2'%1F!D+%*21$0!!

Expectations  i2?%!%')&+0%0!M1F+1B1!%213!/+FF!1I71&+1$*1!/2+F1!%213!?&1!'$!

2'F+(?3 

Expertise  621!1I71&%!D$'/F1(41!'&!?!0D+FF!+$!?!7?&%+*)F?&!G+1F(!

Facilities  \)+F(+$40!'&!1T)+7>1$%!%2?%!%')&+0%0!*?$!)01!+$!?$!

10%?MF+02>1$% 



!
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Fringe benefits  A$!1I%&?!M1$1G+%!%2?%!*'$%&+M)%10!%'!%21!/?41!'&!0?F?&3!'G!?$!

1>7F'311! !

Front desk  621!&14+0%&?%+'$!?$(!&1*17%+'$!(10D!?%!?!2'%1F!!

Front desk staff  621!0%?GG!%2?%!/'&D0!?%!%21!&1*17%+'$!?&1?!J'G!?!2'%1FK!!

Front line staff  621!0%?GG!%2?%!(1?F0!(+&1*%F3!/+%2!%21!*)0%'>1&0!

Goals  621!?+>0X!(10+&1(!&10)F%0!!

Grooming  6?D+$4!*?&1!'G!3')&!?771?&?$*1!M3!D117+$4!*F1?$!?$(!%+(3!

Hiking  6?D+$4!F'$4!/?FD0X!)0)?FF3!+$!$?%)&1!!

Home page  621!G+&0%!7?41!%2?%!+0!(+07F?31(!'G!?!/1M0+%1!?((&100!!

Housekeeping  621!1>7F'3110!?%!?!2'%1F!%2?%!+0!&107'$0+MF1!G'&!*F1?$+$4X!

>?+$%1$?$*1X!)7D117!'G!%21!&''>0!1%*;!!

Hygiene  WF1?$F+$100!%'!>?+$%?+$!21?F%2!?$(!%'!7&1B1$%!(+01?010!

Image  621!41$1&?F!+>7&100+'$!'G!?!71&0'$!'&!M)0+$100!!

Influence   6'!?GG1*%!(1B1F'7>1$%0X!%�K�H���H�I�I�H�F�W���R�I���V�R�P�H�R�Q�H�¶�V���F�K�D�U�D�F�W�H�U���R�Q��

'%21&0!!

Initial step  6'!%?D1!%21!G+&0%!0%17!

Intangible  W?$$'%!M1!%')*21(!!

Job  Y?+(!7'0+%+'$!'G!1>7F'3>1$%!!

Leave E'!?/?3!G&'>!J/'&DK!'&!?!71&+'(!'G!?M01$*1!G&'>!/'&D!!

Logo  A!0>?FF!(10+4$!'&!?!7+*%)&1!%2?%!?$!'&4?$+0?%+'$!*2''010!%'!

+(1$%+G3!%21+&!7&'()*%0!?$(!01&B+*10!

Marketing promises  Y&'>+010!%2?%!/1&1!>?(1!()&+$4!=!/+%2!%21!>?&D1%+$4!7&'*100!!

Multitask  ^'+$4!>'&1!%2?$!'$1!%?0D!?%!%21!0?>1!%+>1!!

Nationality  621!0%?%)0!'G!M1F'$4+$4!%'!?!7?&%+*)F?&!$?%+'$!!

JHI?>7F18!9')%2!AG&+*?$K!!

Needs 62+$40!%2?%!?&1!1001$%+?F!/21$!%&?B1FF+$4 

Netiquette  621!*'&&1*%!/?3!'G!)0+$4!%21!#$%1&$1%!!

Next of kin  �$���S�H�U�V�R�Q�¶�V���F�O�R�V�H�V�W���I�D�P�L�O�\���R�U���U�H�O�D�W�L�Y�H��!

Occupation  A!7&'G100+'$!'&!?!N'M!!

Offensive  6'!)701%!'&!?$$'3!71'7F1 !

Opportunity  91%!'G!*+&*)>0%?$*10!%2?%!>?D10!+%!7'00+MF1!%'!('!0'>1%2+$4!!

Overtime  !

Pamphlets  A!0>?FF!M''DF1%!%2?%!*'$%?+$0!+$G'&>?%+'$!?M')%!?!071*+G+*!

0)MN1*%!'&!7F?*1!

Porter  621!71&0'$!?%!?!2'%1F!'&!?+&7'&%!%2?%!*?&&+10!%21!F)44?41!
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Preferences  R1G1&0!%'!/2?%!%')&+0%0!F+D1!?$(!/2?%!%213!/')F(!&?%21&!2?B1=('!

'B1&!'%21&!%2+$40! 

Professional image  #%!&1G1&0!%'!%21!+>?41!%2?%!'$1!7&'N1*%0!?M')%!%21>01FB10X!?$(!

%21!M)0+$100!M?01(!)7'$!?771?&?$*1!?$(!&17)%?%+'$!

Prospective  9'>1%2+$4!%2?%!+0!?M')%!%'!2?771$X!/')F(!F+D1!%'!0%?&%!

0'>1%2+$4!

Publicity  A%%&?*%+$4!%21!?%%1$%+'$!'G!%21!>1(+?!!

Remuneration  C'$13!+0!7?+(!G'&!?!/'&D!('$1!'&!01&B+*10!(1F+B1&1(!M3!?$!

1>7F'311!! !

Repeat visits  6')&+0%0!%2?%!*'>1!M?*D!%'!B+0+%!%21!0?>1!(10%+$?%+'$!=?%%&?*%+'$!

?4?+$!'&!>)F%+7F1!%+>10!!!

Safety drills  A!7&?*%+*1!&)$!%2?%!+0!('$1!%'!7&17?&1!71'7F1!G'&!?$!1>1&41$*3!!

Service excellence  621!?M+F+%3!'G!01&B+*1!7&'B+(1&0!%'!*'$0+0%1$%F3!>11%!?$(!1I*11(!

%21!1I71*%?%+'$0!'G!%21!*)0%'>1&0!!

Services  �$�F�W�L�R�Q�V���R�U���G�X�W�L�H�V���R�I�I�H�U�H�G���E�\���D�Q���H�V�W�D�E�O�L�V�K�P�H�Q�W���W�R���P�H�H�W���W�R�X�U�L�V�W�V�¶��

$11(0X!0)*2!?0!&''>!01&B+*1 

Slogan  A!02'&%X!0%&+D+$4!72&?01!%2?%!'&4?$+0?%+'$0!)01!+$!>?&D1%+$4!!

�6�K�L�S�¶�V���S�X�U�V�H�U�� 621!71&0'$!&107'$0+MF1!G'&!>?$?4+$4!>'$13!'$!M'?&(!?0!/1FF!

?0!4)10%!01&B+*10!

Shuttle  6&?$07'&%!%2?%!%&?B1F0!?%!+$%1&B?F0!M1%/11$!%/'!7F?*10!1;4;!!

M1%/11$!%21!?+&7'&%!?$(!?!2'%1F!

Soft skills  Y1&0'$?F!*2?&?*%1&+0%+*0!%'!+$%1&?*%!/1FF!/+%2!'%21&!71'7F1!

Sustained growth  621!/?3!%2?%!4&'/%2!2?771$0!%2?%!*?&&+10!'$!'B1&!?!F'$4!07?$!

'G!%+>1!!

Tangible  W?$!M1!%')*21(!!

Target 

market  

A!7?&%+*)F?&!4&')7!'G!71'7F1!?%!/2+*2!?!7&'()*%!+0!?+>1(!!

Termination  H$(+$4!'G!0'>1%2+$4X!)0)?FF3!?!*'$%&?*%!'&!?4&11>1$%!!

Tolerated  AFF'/!0'>1%2+$4!%'!*'$%+$)1!/+%2')%!+$%1&G1&1$*1!�±!0'>1%2+$4!

%2?%!3')!(+0F+D1!

Tourist profile  E?%21&+$4!(1%?+F1(!+$G'&>?%+'$!?M')%!%21!%')&+0%!!

621!+$G'&>?%+'$!21F70!%'!)$(1&0%?$(!%21!71&0'$!?$(!>?D1!

2+0=21&!0%?3!*'>G'&%?MF1!M3!>11%+$40!?FF!$11(0X!7&1G1&1$*10!

?$(!1I71*%?%+'$0!!

#$G'&>?%+'$!+$*F)(10!2+0=21&!*')$%&3!'G!&10+(1$*1X!*)F%)&1X!

F?$4)?41X!G''(X!2?M+%0X!7&1G1&1$*10!!!
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Travel agents  A!71&0'$!%2?%!?&&?$410!%&?$07'&%?%+'$X!?**'>>'(?%+'$X!%')&0X!

?$(!%&+70!G'&!71'7F1!?%!?!071*+G+*!*'0%!

Vandalism  ^1F+M1&?%1!(10%&)*%+'$!'&!(?>?41!%'!7)MF+*=7&+B?%1!7&'71&%3!!

Website  621!01%!'G!7?410!'$!%21!#$%1&$1%!%2?%!/?0!(10+4$1(!%'!4+B1!

+$G'&>?%+'$!?M')%!?$!'&4?$+0?%+'$!

Word of Mouth  621!>?&D1%+$4!%2?%!%?D10!7F?*1!/21$!*)0%'>1&0!07&1?(!

4''(=M?(!+$G'&>?%+'$!?M')%!?!%')&+0>!7&'()*%!
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Modes of transport: Page 15  

///;>?4?F+10M1&4;/'&(7&100;*'> !
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http://www.magaliesberg.wordpress.com/
http://www.flightfactory.co.za/
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Marketing material:  Page 21 -22          

///;1F1B?%+'$(10+4$;*';U?=7&+$%](10+4$=!
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Did you know?  
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