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INTRODUCTION
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2-1,)%$)!*,! ; 8! (-%!+-*$)C$-$ 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.
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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.
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How to use this Self Study Guide?
|
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Key concepts
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Notes/ Summaries

62+01+*'$I/+FF1(&?/13)&12%%1$%+'$1%6'1%211$'%610!S10)>>?&
12++213)1$11(1%'!  0%)(3!

Activities

62+01+*$181G1801%'19%2117*%+B+%+101%627%!3")1>)0%!+>7
%610%!3)&1)$(180%?$(+$41'G1%6211*$%1$%!3")10%6) (+1(

Tips

62+01+*$18&1G1&01%'1%+701/112&110228+$41/+%62!3")1%'M1%
)$(180%2$(1%6211+'$%1$%!' &1 7*%+£B+%+10

Marking Guidelines
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Exam practise questions
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3. TOPIC: TOURISM SECTORS ! L.!J

3.1 Notes/Summaries/Key Concepts
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THE Tourism Industry examples referred to in
the Study Guide Booklet:
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IMPORTANT INFORMATION: !
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Foundational concepts from Grade 10

Key concepts

KEY CONCEPTS ‘ DESCRIPTION
Tourist needs 62+$40!%27?%!2&4déntial 1/21$!%&?B1FF+$4;162101!17&119
>?2+$11F1>1$%0!'G!?$!+%+$1&?&3;
Tourist preferences R1G1&!%'/2?%!%")&+0%0!F+D1!?$(1/2?%!%213!/")F(17&1
('"'B1&!"%21&!%2+$4D;!
Tourist expectations 621'1171&+1$*11%27%!%")&+0%0'M1F+1B1!%213!/+FF!2]

%2131?2&1'BKROLGD\ 7RXULVWVY H[SHUI
7&+'&1+$G'&>7%+'$19%6213141%!?M")Bei8tinatién |G&'>!
(+GG1&1$%!0)&*10M/&('GI>)%2 !

Examples of needs, preferences and expectations relating to accommodation:

1. Needs:!A$!11F(1&F3*)7F1/F(I$11(1*>G'&%?MF11?7**'>>'(?%+'$XIF+D1!?19%7?&!
2'%1FX!G'&1%21+&10%7?3;!6213!/+FF!$&ahpatder 17**'>>'(?%+'$M1*?)01!1+%!
[+FFI$'%IM1I*>G'&%?MF1!IG'&!1%2111F(1&F3!*)7F1;!!

2. Preferences: A13)$4!%")&+0%!/)F(17&1G1&!%"0%?3dtkpacker hostel &?%21¢
%27?3!+$!716%7?&!12'%1FIM1*?)011%213!2?B1!?!F+>+%1(!M)(41%!'%"071$("'$!
PR>>(?%+'$;16213!/)F(17&1G1&!1%'"071$(!>'$13!"$!?*%+B+%+10;

3. Expectations: AS$!I1F(1&F3™*)7F1/)F(11171*%!*'>G'&%!?%!%2 10843 &!
PRSS(2%+'$11;4;11?1  port er!%'1*?&&31%21+&!F)44?41;1

!

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

'l A$laccommodation establishment 19%27%!>11%0!%21!$11(0X!7&1G1&1$*10!?$(!
1171*%?%+'$0!'G!%") &+0%0!+0!"'GG1&+$4!11*1FF1$%!*)0%'>1&!01&B+*1 #%!%6240'4
%")&+0>1?$(12'07+%?F+%3!+$()0%&3X!%21!0)**100!'&!G?+F)&1!'G!%")&+0>140! (17
T)?F+%3!01&B+*1!(1F+B1&3;!

'l AIM)0+$100!>)0%!1$®1!%2?%!+%!(1F+B1&0HaekiHg promises !>?(1!%'!+%0!
4)10%0;'HI*1FF1$%!*)0%'>1&!01&B+*11+0!?$!11171&+1$*1'G!IG11F+$4!B?F)1(1?$(':

'' 6RPHWLPHY LWV DQ LQWDQJLEOBK?FRRACERQHWRVW>RI .
M)0+$100"&!2'07+%?F+%3!7&'B1&I&5'%21&;



A family checks in at a hotel. The
front desk staff provides excellent
customer service by being friendly
and helpful. !

ODVORZTV +L HUIMPHRAKTBILF!>'%+B?%UHFIOXHQFHYV WRXULVWV
621!%")&+0>!1+$()0%&3!>)0%!1$0)&11%27%!%2101!$11(0!'G!%21!%")&+0%0!?&1!>1%:;!

Educational tours and cruises, leaming a
language and the culture before visiting
a country — become the best you can be

Self-actualisation

It is about recognition and status e.g.
incentive travel awards for good
performance

The needs for friendship, family, and a
sense of connection e.g. group tours
and trips to explore your ancestral roots.

Access to medical facilities, personal
safety, employment, resources, property

Tour packages with frequent stops to
rest, food outlets, water and
accommodation are available

Psychological

!
[9)&*18! [[[,OF+(17F?31&;*>=0F+(1="72Z,-PPQ!!
I
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Different expectations, needs and preferences of tourists
621&11?&1!B?&+")0!&1?0'$0!/23!71'7F11%&?B1F;!621+&!&1?0'$0!G'&!%& ? Bibfbe fidéei 1!
M31%21+&!$11{@IG1&1$*1XQ G H[SHFWDWLRQV R GLIIhedds QMU H
0?7>1IM1*?)01!1%2182FFI$11(1?2**'>>"(?%+'$X! %&?$07' &9BKG"(;! !

Practical example: !

Cultural tourist

Adventure tourist ‘

Needs! AF>>(2%+$X! %&?$07'&26K AR>S (2% +$X! %&?$07'&26K
G"( ;! G"( ;!
Preferences ! AX*'>>'(?2%+'$!1+31%'/S0IM)%!I*F'01! | A**'>>'(?%+'$1+$1%621!$7%)&?F
%'I*)F%)&aktactions ! 0)&&")$(+$40XB12&!%%21 !
?*%+B+%+10
Expectations ! | 6213!/+FF!%?0%1!F*?F!*)+0+$1!?$( 6?D1!7?7&%!+3$!?*%+B44%10
L71&+1$*1IF*?F1%&?(+94#'$0 bungee jumping Xabseiling, !
?$(! hiking .!

TOURIST PROFILE!

Y& G+F+$41'G1%')&+0%01>12$019%621142%6218&+$4!'GI+$G'&>2%-+$17M")%!%62 119" &+0%; I¢
+$G'&>2%+'$1&1F?%1(19n4Be0klity Xbccupation XIF?$4)?418!(X12$(17&1G1&1$+10;1162+(

21F70!%'")$(1&0%7?$(1%0211%")&+0%!%'1>?D11%21+&10%7?3!>'&11*'>G'&YeRINHL)FIBEIFG! 7

1001$%+?F!IG'&!G'&1+4$!%") & +0%uB5té24d growth 1'G1%211%")&+0>!+$()0%&3!+$B'FB10!

7&'()*%!(1B1F'7>1$%! 2% &(+$41%'1%211%?&41%!>?&D1%;!!
[AR7%1(1G&>N/[FA1$:+$

AIMPO+*tourist profile  *'$%7?+$01%21!G'FF'/+$4!+$G'&$8%+'

11 <?>1 |

Il <?2%+'$?2F4+%3

' A41!

' W'$%7?2*%! (1%7?HB01?((&1001?$(1%1F172'$1!$)>M1&

1 \)(41%! !

L1 ) 7206+
11 <11(17$(17&1G1&1$*10XIG'&!1I12>7TF1X12(B1$%)&1XI07'&% X! 1()*?%+$XI*)F9%) &?F

11 971%+G+¥1&1T)+&1>1$%010)*212017%>>'(2%+ PK&?$0 7" LBHG"( !
11 621IF1$4%2!'G1%211P&& FRIBH(172896)&1!(?%41;

Travel agents (&?/')7!%")&+0%!7& G+F10!'G!%21+&!*F+1$%0!?$(!)010!%2+0!+$G'&>?%+'
TF?$$+$41%&+70!G'&!1%21>;162+0!/+FF!1$0)&1!%27%!%211071*+G+*1$11(0I'G!%211%") &+
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ASI1I?>TFLI'GI?1%")&+0%!7&'G+F1¢GI&H A tourist:!

Name 62?M+0'ICF?$41%+
Age P!
Gender C?F1

Residential address

"LZN\'>M?19%&11%XN\?D1$7?&DXN1%2F121>X!IPQZZ

Contact numbers

ZL",5LIP::Q=2"",-PI5:;L !

Nationality 9')%2!AG&+*P$
Occupation H()*?%'&
Departure date "ZM*F1>M1&!-Z-- !
Desired destination 913*21FF10
Duration of stay -Z1(?30!

Reason for visit

6'1B+0+%!*)F%)& ?F12%%&2*%+'$0!+Hblc+>7'7"

Budget

RI"IZZZXZ72

Special

interest/hobbies

6&2(+%+'$2F!(2$*10X!2&%!2$(IG)01)>0X 12+ D+$4X!F1+0)&
02'77+$4!

Needs and preferences !

Accommodation , ]0%?&!12'%1FRB\F&

Travel Y)MF+*1%&?$07'&%

Food A+?ML19%8+*

Allergies <)%0

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

[9)8*18! [//;U?,7+$%1810%:;*>\




Job opportunities and careers in the accommodation sector:

HI?>7F10!"G!N'Mipportunities !?$(! career 17?%20!+$!%211?7**'>>'(?%+'$!01*%'K;

Restaurant Front desk Marketing
staff
manager manager
Conf S _ Hotel
) onference upervisor manag er
Executive chef manager
!f Room Waitress [ Spa manager ] House
service Porter Keeping
manager ;
T . Concierge
Cook

Waiter

©[9)&*18! [I[;,0%)(3;>=2*2(1>3 VY

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"

g



Foundational concepts from Grade 11 O

Key concepts

SKILLS
ENTREPRENEURIAL OPPORTUNITIES
JOB AND CAREER OPPORTUNITIES

!
|
Skills needed in the 621!?M+F+%31%'1>?D11?14"(1+>7&100+'$!/ %52 >1&0;!!
transport sector 6213!>)0%!M1!*)&%1"0!%'*)0%'>1&0X!12?$(F1!1%21+&!
T)1&+10!?$(1+00)10!+$!?$!117DB+$4!>?2$51&! ?H(!
(1>'$0%&?%11?'D11$!D$'/F1(41!'G1%211*'>77$3e0!7&'()*%0

2$(101&B+*10;
Entrepreneurial Al71&0'$!/2'10110!?$!'77'&%)$+%3!'G!'71$+$4!1?1$1/!
opportunities M)0+$100;!1.11+$B10%0!>'$13!+$!%21!M)0+$100!?$(!D$'/0
2%02?%!4+%!+0!?!1G+$?$*4?F!&+0D;!!
Job and career d'MIB?*?$*3="71$+$4!7%!?!M)0+$100;!!

opportunities

Tourist expectations from the transport sector !

'l 92G1%38!621!1?M+F+%3!%'11F+>+$?%1!7230+*?F!&+0D !
' W>G'&%

I'l Y&'GL100+'$?F+0>!
' TAGG'&(?MHF+%3
' E"(101&B+*1 !

' W)&%1038

'l R1IF+?M+F+%3

! [9)&*181//:/(&G&11;*> ]! |



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

Soft skills 17&1171&0'$?F!

| DSKNLLQ

T)?F+%+101%27%!?17180'$!>)(
2?7B11%'IM110)**100G)F!+$!?IN

A\

! [ [9M&*18! [[/;NO4+$**'>
The Top 10 Soft Skills
—_— a
v 9/\0
== - —a-
Communication Self-motivation Leadership Responsibility Teamwork
.H (4] ‘
Problem solving Decisiveness Ability to Work Flexibility Negotiation
Under Pressure and Conflict Resolution
and Time Management

!
! ! TR T TR T T i (on &*18! ///:/+D+N'M;*)D V|




Examples of job opportunities in the transport sector.

ﬁ; Car rental

! [ Entertainers ]
!

Customs Booking
official agent
J
e N\ "
8 Fitness Chef
2 3 staff
. — A
| Train Cabin 6KLST\
' operator crew Child purser
! minders )
-
| ; : —
: Company Air traffic _
| manager [ controller s \ Medical
' ) Cruise personnel
[ N ship
| Mechanics Cabin steward Lodistic
I J Attend ants 9
1 N N manager
| Rental ( cecur )
| agent [ Tour guide ] Oefggg[ly
Bus
. J
! \ J .
' driver

[9)&*18! [//:4+FM18%72&(F2:/' &(78&100:* S\ |

190"



Entrepreneurship characteristics needed in the tourism industry !

- ENTREPRENEUR -

e

Svis ¢_©/ - i & ..:. &
Vow B i P ke ®

INNOVATION  SKILLS LEADERSHIP  ASSERTIVENESS KNOWLEDGE  STRATEGY GoAL

[99&*18! [[[+$(11(;*'>=*?&11& ]?(B+*1V |
621!initial step !%''M1*'>11?$! entrepreneur !+0!%'1011!?$!'77'&%)$+%3!?$(IM1I?MF1 !
%?D1!?!&+0D;!IgRbspective 11$%&17&1$1)&!102)F(12?B1!1%21!G'FF'/+$4!
characteristics 8!

11 AM%1&>+$1(XIMLIF+1B11+$1/27%!3")1?&11('+$4!?$(127B1!%21!&+42%!?%%+%)(1

11 A1*+0+'$1>?D1&)!1>?D11%2")42%G)F! (1*+0+'$0!

11 97'$%7$1")0!?$('GF1I+MPB1!

11 AMF11%'&107'$(1%'1 7& MF1>0!?$(1$1/!+(1?0!+$!1?1*&17%+B1!/?3!

'l R107'$0+MFH/+FF+$41?$(1?MF11%'1>?D112?2&(!(1*+0+'$0X!%?D1!&107'$0+M+F+
/1&'$41(1*+0+'$0!! !

P #S(171$(1$%H?MF11%'/'&DIR'$1!

11 Y1&01B1&?$*1;'@117'4'+$411B1$!1+G1%21&1!1?&11*27FF1$410

11 91F®%7?&%1&;'W?$!10%?8&%!'$!2+0!'/$!/+%2")%!?00+0%?$*1

[9)&*18! [I/+$(11(;*>=*2&11& ]2(B+*IN |




Specific skills needed to be a successful entrepreneur

11 92F10!7$(1>?2&D1%+$410D#BEAM%+G3!2$(1&12*21%Rjét market .!!

11 91FP'%+B?%+$410DHRABOMF 1 2gdals [2$(1¥'>11)71/+%21$1/1+(1?2012$(!
+>7F1>1$%M%;

I 6+>11>7$?41>1$3%!0D+HFOP$?4113")&!1%+>11/1FF;

L1 A(>+$+0%8& 2%+ $IARBEFDE?41>1$%!0D+FRMB211 2M+F+o63iokitask 12$(!
delegate !&107'$0+M+F+%+10!%"1>7F'3110

11 61?2>/'&D!1?$(IF1?(1&02+7!0D+FFAI?I0)71&B+0'&!1?$(1?1%12>1>1>M1&

'l Communication !?$(!F+0%1$+$4!0DWAtEDitive |F+0%1$+$41?2$(1?7*%+B1!
728%+*+72%+'$1()&+$4!$80%6+

' W)0%'>1&!101&B+*110DHE2Q'0D+FFO!&1T)+&1(1%'17&'B+(1!1?14"(101&B+*119%'13")
*)0%'>1&0;!

I a+$?$*+?FI0D+HFE0$74+3$4!3") &!IG+$?2$*+?F1?2071*%60!'G!3") &!'&4?$+U?%+'$;

I A$?F3%+*?F1?2$(17&' MFIBEB+$4!0D+RF&O$(+$4!0'F)%+'$0!%'1*2?FF1$410;!A77F2
*&1?%B11%2+$D+$41%'(1B1F'710%&?%14+10!%'?*2+1B1!3")&!M)0+$100!4'?F(

'Y W&+%+*?F!1%2+$ D+ PO +'$! 25 (1+>7F1>1$%7%+'$'G1*2?7$4101%'1+>7&'|
%21!M)0+$100!0%&?%114+10

Il YF?$$+$4!0D+BABG1*%+B1!7F?$$+$41%'11$2?2$*110)**100G) F!M) D& 200+ $0

BRIARTING YOUR BUSINESS

=/

! 9 &*18! ///;>3B1$%)&172(*>




Grade 12

Key concepts

PROFESSIONAL IMAGE LOGO SLOGAN
DESCRIPTION!
Professional image 621'image !'G!%21!%")&+0>!M)0+$100!?$(1%21!
1>7F'3110!M?201(1'$!?7712&?$*1X1?*%+'$0!&17)% 7%+
Logo 621!10go +0!%21!103>M'F1%2?%!%211%')&+0>!M)0+$1
+(1$%+G+1(1/+%2;11#%!+0!)0) ?FF31?21(10+4$!'"&! 7+*0%)
Slogan 621!slogan !+0!?1*?9%4*23172&?011)01('M3!%21!%")&+0>

M)0+$100!%'1>?&D1%!%21!M)0+$100;!

Factors that are essential to present a positive professional image:
't E"(101&B+*1!!

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

11 g?F)1IG'&!IC'$13!

' Y&'GL00+'$?F+0>17H(171&%+01

'l HGG+*+18*3

The image
of the
] company
Professional
image in the
tourism
industry
The image
of the staff

[9Y&*18! /Il 2A?&(19*)&U2?%CHIYe1H &1%'&+?;M"D1(;$1¥0=
[9)&*18! [[[;41>1+*,%'7=7&'()*%0;?071hV

"


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

A. The image of the company:
6"&+0>!M)0+$10010!$11(1%'7&101$%!?!1*1&%?+$!+>?411?7M")%!%21>01FB10;!162+0!+>?
$11(0!1%'1*&1?%1!7'0+%+B1!%2")42%0!/+%2!%21!*)0%'>1&0;!62+0!+0 D& 181RQ!

The name of the business:

Y'%1$%+?F!*)0%">1&0!$11(1%'1&1*'4$+01!%21!$?>1!'"G!%21!M)04$100;!!

Il W)0%'>1&0!?00"*+?7%1!9%6211$?>11/+%2!1?17&'()*%!1;4;X!'aF39?G?+&!&1G1&0!%' ?!|
?+&F+B1!

I 621!1$?7>11*?2$!M1!1+$%1&10%*¥FAX2IRP(11703!%'1&1>1>M1&1;4;X<?%+'$?F! Y ?2&D!
1I7F?+$0!/2?%!+0"'GG 181 (

Fl%%r -

South African
NATIONAL PARKS

I [9)&*18! /[/[:(?((30(1?F0:*:U? VY
[9")&*18! ///;07%0?;*>=02$7?&D0 V/

Logo of the business:
621!F'4"1+0M01(1"$!%21!*'>7?2$3!1/IM0+%1X!F1%%1&21?(0X!+$B'+*10!?$(1?$3!>?&D1%+$<
78&">'%+'$?F!1>?%1&+7F;

Slogan of the business:
621!10F'4?3!G+%0!+$!/+%2!%21!F+$1!'G!M)0+$100!?$(!+0!1?03!%') $(1&0%?$(;!!

2

Inspmng new ways
Lo

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

Logo

Slogan

10"



Website of the business:
I'l Alwebsite 1+01?17F?*11'$1%21 1#$%1&$1%!/21&11?171&0'$1*?$!G+$(1+$G'&>7%+'$!'S
071*+G+*IM)0+$100;!!
'l 6211/1M0+%1!4+B10+$G'&>?%+'$1?M")%!%21!F'*?%+'$!'G!1%21!M)0+$100X!IM) 0+
7&'()*%0X?$(!101&B+*10!'$!'GG1&;
I iIM0O+%10!?&11+$%1&$7?%+'$?FX1%2?7%!>173$0!9627% ! $CRIMNNY0+$100!+014F' M ?F
'l i1M0+%210!>)0%!'M1)7(?%1(!'$!?!&14)F?&!M?0+0!%'' &1 GF1*%!$1/1+$G'&>7?%+'$! '«
*2?$410!'?M")%!%21!M)0+$100;
'l i1M0+%210!02")F(IM11?%%&?*%+B11?$(!11?203!9%4')01;!!
I'l 621'home page !0)>>?&+010!%21!M)0+$100!?$(//2?7%!+%!('L0;!
' %21&IF+$D0I>PIMFOXGH S3$ERXW XV~ B3&RQWDFW XV~ 3(
!
911!M1F'/19%21!1/AM0+%112'>117?41I'GQA!6")&+0> 8!
iIMO+%1!?((&1008/;0")%2?G&+*?;$1%
I

&'"+0*B1&!%21171&G1*%!2'F

a Plan a successful business event
2 Travel trade partners

2 Learn more about South African Tourism

© South African Tourism




Stationery:

11 9%?%+'$1&3!+0")01(!G'&!G'&>?F!*'>>)$+*?%+'$12$(17&'>'%+'$!'G!%211%") &
M)0+$100!!

'l 6211$?7>1I"G!1%21!M)0+$100!?2$(1*'$%?*%!(1%?+F0!02") F(IM1!I+$*F) (1(!1+$! %=
(1%?+F0!&1GF1*%1(1"$!%21!0%?%+'$1&3;!

I 9%7?%+'$1&3!1+$*F)(10'F1%%1&21?(0X!M)0+$100*?&(0OX!I1$B1LF'710X!71$(

'l c1%%1&217?(0!02)F(1&1GF1*%!%21!$?>11"G!%21!M)0+$100X!F'4'XI0F'4?%$>
*$%?*%!(1%7?+FOX!gA6!$)>M1&!1?$(1%21!$?>10!'G!%21!(+&1*%'&0;!

Inspiring new ways

Business card /W

Insp/nng new ways
Envelope //' é

Inspiring ni wwys

| TAR7%1(IG&>8;0%*DF?3Y%0.*> VY

Marketing material and product packaging
'l A(B1&%+01>1$%0X!+$G'&Rphlets 17$(17'0%1&0!G'&>177&%!'G!I>?&D1%+$4!
>?%1&+2F!!
I \?40XIM'110!1?$(1/&?77+$41>?%1&+?FIG'&>17?&%!'G! 7 & WP 4+$4,
AFF19%211>1$%+'$1(1*>7'$1$%0!02")F(1&1GF1*%!%21!IM&?$(1+>241!'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+$100!+0!1GG+*+1$%!?$(!G)$*%+'$0!/1FI
*FL?SXV1FF!I>?+$%?+$1(X!1%+(3!?$(/1FF!IF+%;!'W)0%'>1&0!>)0%!G11F!/1F*>117%!%21!
621!$7>1!"G!%21!'M)0+3$100!?$(1%21!F'4"02")F(IM1*F1?&F3!(+07F231(;!!

! [9)&*18! ///;M"D+$4:*>=2'%1F
[9)&*18! ///;U2:7+$%1&10%:;*>\
! !

Customer service policies:

W)0%'>1&! 01&B+*1! 02')F(! ?F/?30! +$*F)(1! +$%l14&tigp@xe, ! ?$(! 7& G100+'$?F+0b621!
*)0%">1&!01&B+*1!17'F+*3!/+FF!")%F+$11/2?%!%21!*)0%'>1&0!*?$!1171*%! G&">1%21!0%7?
0%?GG!02")F(I(1?F!/+%2!*)0%'>1&0!?$(12'/1%"(1?F/+%2!*'>7F?+$%0!1GG1*%+B1F3;

!

Environmental policies:
621!11$B+&'$>1$%?F!7'F+*3!")%F+$10!2'/1%21!M)0+$100!>?$?410!+%0!?*%+B+%+10!%'!¢
+>7?7%%01'$1%21!$?%)&?FI1$B+&'$>1$%:;1#%!") YoF+ PUAEIHH 8AH* 3 X1 >2$?4+$41/?7%1&!
&10)&*10X!&1()*%+'$!1+$!7'FF)%+'$!?2$(!(+07'0?F!'G1/?0%11+$1?$!1$B+&'$>1$% ?FFRIG R+


http://www.booking.com/hotel

B. The image of the staff: Did you know? !

6211+>241'G1%2110%?GG!&1G1&0!%'1%2117& G100+'$?2F!PT A g i e el
%272%!?8&11/1?28+$4

?0!/1FF!?0!%2Zdnduct JM12?B+")&K!'G!%21!0%?GG;! )$+G'&>0XI?&11>'&1!
1GG+*+1$%!+$!('+9$

H>7F'3110I'G!?19%')&+0>IM)0+$100127B1

%21+&!IN'MO;
FB062*001 2B (14 >>)$+*2%60+$1/+062196211%)0%'>1&0; ! !
#961+0196211&107'$0+M+F+%3!'G1%21!11>7F'3110!%'*$B13!
2178 @00+ $2F1+>241t!
$ FXVWRPHUYTV ILUVW LPSUHVVLRQ LV XVXbnoliga ED
staff ;JAI%)0%'>1&/+FFI$'%!M)312$(10) 77'8&%!?IM)0+$100!+G1%21+&!G+&0%!+>7 &
11718+1$*1017&11$147%+B1;!

I AlI7&'G100+$?F!1?771?&2$*11+011$22$*1(1J+>7&BM3IM1+$4!/ TBR">1(;1!_%21&!

2?M+%0!%27%!02")F(IM1!?B'+(1(1?%!%2117F?*11'G!1>7F'3>1$%!+$*F)(11%21!*21/
4)>1?$(1)0+$4! offensive F?$4)?41;!!

Uniforms and dress code:

AN$+G'&>*$%E&+M)%101%'1%2117&' G100+ $?F1+>24112$(IM&2$(+HHIO CILN!
"$+G'&>0102)F(17F/230IM1I*F12$X1$1 2PhRF G+ Yo UASUX FF+& '$1(;!!
Al(&1001(11+01)01(/21$!%21!M)0+$100!('10!$'%!2?7B11?)$+G'&>1G'&1%2110%?GG

Kruger National Park game rangers:

.2%!%27%!G'&>0!77&%!'G!%21)BFC'&>!
!

Epaulettes 1/+%2!%21!F'4'I'G!1%2
@&)41&!<?%+'$?FIYP&D!

I

9)+%?MF1I*F'%2101G'&./'&D!*$(+%4+$0!

a 9)4410%1(")$+G'&3¥G'&!%21!G&'$%F+$110%?GE!?7%!?!12'%1F
!
6?7D1!1$'%1!'G!%21!(+GG1&1$*1IM1%/11$!%211)$+G'&>1"G1%21!7?&D!
?47+$0%!%4dnt desk !1>7F'3110;!6211&1071*%+B1!/'&D+$4!*'$(+%+'$§

[9)&*18! [//:%'722%+>?41/12&*>

#1"



| ow
Personal hygiene and grooming:
621!D13!%'171&0'$?RYygiene 1?$(! grooming '+0!%'IM1I*F1?$1?$(1$17%X!&14?&(F100!'G!%
*$%11%!'&!1%21!1(&100™*(1!'G!%21!/'&D7F2*1;
W2?2&?*%1&+0%+*0!+$*F)(18!

Did you know?'Male

L1 2+&19%22%!+01/2021(1?7$(1$1?%F31*>M1( grooming is the fastest
. growing segment in the
' a&l102!M&12%2 personal care market "
1 <IM@BrO)&! ! -

'l i1FF]7'F+021(102'10!

I Y*D1%0!%2?%!?&1!1$'%!M)F4+$4!
D c+>+%1(1?$(1?77&'7&+7%1IN1/1FF1&3

GROOMING

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

FACIAL HAIR

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

[
=
i
4
<
=

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

NAIL CARE

! [A(?7%1(/G&'>H/;(&100+$4 ]1G'40)**100;MF'407'%;*> \f
I ! [9M&*18! [/[,(&1?>0%+>1*'>
[A?7%1(IG&SN2TT2(B+*1;¥'>=277=$2+F 12&Y2F'$V

#$'



Interaction with customers:
'l 971?DY/1FF!I'G!%21'M)0+$100!?$(!IM12?7B1!+$!0)*21?1/?31%27%!%21!+>741!
M)0+$100!*&17%10!?$!+>7&100+'$!'G!0)** 10007 1 *%¥2%(! capability .!!
'l AB'+(10>'D+$4!+3$!G&'$%!'G!*)0%">11&0
Lo
Communication skills:
L1 \11?)(+MF112$(1D117!3")&!1%'$1!/2&>12$(1G&+1$(FB;!
11 NM$%I071?7D!1%"1G?0%!/21$!1*'>>)$+*?%+$41/+%2!G'&1+4$1&0; !
1 NI$'%I)01I0F?$4!' &IM2(IF?2$4) 241 ;1
T W'>>)$+*2%+'$102")F(1?F/?30!M1!17&'G100+'$?FHG+(1$%2$(12'$10%;!
Il 61F172'$111%+T)1%P$( netiquette 'P6211*'&&1*%!'&!1?**17%?MF11/?3I'G!)0+$41%2

11 \(3IF?$4)?2411>)0%!M11?277&'2*2?MF112$(17& G100+'$?F;
1 @11711311%$%72%0612$(1>2+$%2+$12$1277& 7T&+2%110*+2F1(+0%2$*11/21$1+$%18&
[+%21%)0%'>1&0}!

I.i StMéStﬁ i ngEffectiveBndy

: Language Well
Nun-verhaIB"smess . Brﬂsg g. Good  Message Active
Communication ™
Cultural
Skills B

[9')&*18! [/;7'F+$1200*+2%10;*>

#%



Conditions of employment:
W'$(+%+'$0!'G!1>7F'3>1$%!81G1&0!04i1g1K113)1/'&D |

A*'$%8&?*%!I'GI1>7F'3>1$%!+0!%21!?4&11>1$%!M1%/11$!%21!1>7F'31&!?$(1%21!11>7F':

071*+G+NN!!

NN AR AR !i2?%!3')!(' |

\1F'/17&11%211?071*%0!'G!?1*$%&?*%!'G!1>7F'3>1$%);!!

(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.

\

J

CONTRACT OF

EMPLOYMENT

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. !

~N

~

(Remuneration and deductions:
Remuneration is also known as pay,
wages or salary. The amount of
money that the employee receives for
D PR QW RéfittiabdRdibNo
the amount of money taken from the
salary e.g. tax, medical aid and

\pension fund; /

( )
Core duties:

The main duties that the company
expects the employee to perform while

J

working.
J

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

J
N

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

#I n



N

Termination of service: The

action of bringing the contract
to an end. It can be from the
HPSOR\HHTV VL
RU IURP WKH HF
The employee should give

RQH PRQWKT1V

- J

Travel benefits: this is a

common use in the travel
industry. The employees
can either get discounted
rates, time off to travel or

A4

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

b

even a free trip.

.

\allowance. j \costs.

Fringe benefits: Other

~

employee can expect
while employed, e.g.
discounted travel, petrol
allowances, cell phone

J

CONTRACT OF

EMPLOYMENT

reasons.

X Annual leave: The number of days per year that employees are paid for, without working.

/Leave: The period when employees are allowed to be away from their workplace for different \

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.

J




Code of conduct:
! !
i2?%!+0!?Code of Conducth!!
P #%!1+01?101%!'G!7&+$*+7F10!'&!&)F10!1J7&'%*'FK!%27%!+0*'$0+(1&1('M+$(+$4!%

L #%!")%F+$10!1%21!1171*%1(!M12?B+")&!'G!?$!1>7F'311;!
P #%!1&1F?%10!1%'%2117)&7'011'G!1%21!1*'>72$3;1#%!%?D10!%21!?+30!2$(1%621!!!!

/ \
-

I I
The purpose of the Code of Conduct:
' )%F+$10!1%21IM12?7B+)&!'G!%21!10%?GG!/2+F1!71&G'&>+$41%21+&!()%+10;!
'l E+B10!4)+(?$*11%"0%?GG!>1>M1&0!/21$!'G?*1(!Ltht@adl challenges. !
I AF70!1>7F'3110!%'1?*%!&107'$0+MF3;
Il 1F70'%'D'FB1!7&MF1>0!7%!%21!/'&D7R?*1;
I Y&'%1*%0!%21!M)0+$100!G&'>!F?/0)+%0!?$(11$0)&1!4"(1/'&D7F?*11?2$(1 7)MF+*!

'l A*9%0!?0!%21!1G?*1!'G!%21!M)0+$100!%27%!%21!7)MF+*10110;!
' W LV XVHG DV D UHIHUHQFH IRU D EXVL@28VY SUR

#l"



The value of the Code of Conduct:

P #%*&1?7%16@0RAborative 1?$(! cooperative ?%>'0721&1;!

'l AO0+0%0!+$!%2117&">'%+'$!'G!+$%14&+%3!+$!%21!M)0+$100;!

L )%F+$10!1%21!1?4&8)71'$!M127B+")&0!?$(1>1%2'(0I'G! '71&?%+'S;

Il ¢1?(0!%''M1%%1&!71&G'&>?$*11/215!+$!IF+$1!/+%21%211?+>0!?$("'MN1*%H+B10!'C

11 HO%?MF+021014"(1*>>)$+*2%+'$IM1%/11$19RITF'31&17$(1%2111>7F'31 1t
11 99%7%10!%21!B?F)101?$(IM1F+1G0!'G!%21!M)0+$100;
1 #>TF1>1$%2%+'$!'GI* (1I'GIF$()*%!1* $%8&+M)%101%' 7'0pUbliBity 1?$(1?%%6&0M%4

Common features of a code of conduct: (principles)

'l H>7F'3110!7&111171*%1(1%'M112'$1Q%
Il 91&B+*10!?$(17&'()*%0I'GG1&1(IM3!1%21!

11 17F%217$(10?G1%3!F?/012&112F/?30!G'FRY1(
1l A(B1&%+01>1$%0!?&811%8)%2G)F
1 <122&>1+01%2)01(1%'1%2111$B+&'$>1$%!M310621

\CHONESTY=,.
INTEGRITY

[9)&*18! [/, 72'1$+1*4:+>V |

#0"



Study the two examples of a code of conduct.

EXAMPLE 1: CODE OF CONDUCT
Hospitality school - Restaurant staff

All service staffs are to be performed according to the policies of Code of Conduct

which are as follows:

» Report to your duty at least 15 minutes prior to
the starting of your work to ensure that you are
on time for duty.

« Always attend the briefing conducted by the
Manager prior to beginning of your shift.

« Always maintain proper dress code including
wearing name tag authorized by the hotel. If you
lost your name tag ask the HR department for
issuing a new one.

* 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.

« Do not eat any food or drink beverage while on duty or in front of the guest. Take
your meal only at the scheduled time.

» Do not wear any Jewelry (broaches, bracelets, visible necklaces or rings) while on
duty. You are only permitted to wear wedding rings and watch. But if the ring
creates problem during serving the guest then you have to remove it immediately.

» You are not allowed to chew gum while on duty since it is considered as bad
manners.

« Remember you are strictly prohibited to smoke at your workplace, use only the
smoking zone.

» Do not attend or make any personal telephone calls from any Outlet or section

without prior permission.

[A(??%l(!G&'>8ﬁj;2'07+%?|:+0/d@*2"|::*->:
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EXAMPLE 2. CODE OF CONDUCT
Transport sector: Cruise liners

Y1&0'$?FIW'$()*%!'G!IW&)+01192+7IWK1/

W&)+01192+7!W&1/1"&100!W'(1

MN+0!$'%!%'F1&?%1(; "

1"&)$D1$$100!+0!$'%alerated !'$!*&)+01!F+$1&C
N7&?2*%+*1IMF"(1?F*2'F1*'$%1$%!%10%+$4;
NI$'%!1*21/14)>1+3$17?7001$41&1?&170; "

N1$'%1)01'GG1$0+B1IF?$4)?241; Did you know?™
The MSC Orchestra has a capacity
for 2550 passengers and 1054 crew

Vandalism 1+01$'%!9%'F1&?%.1(;
7KHIW RI VKLBNV RBWRSHHVW ol
a+42%+$41+01$'%!%' F1R 2% (;
£&)4012$(1/127'$012&11G'&M+((1$;!
911)?F122&200>1$%!+0!$'%6!% F1&P%1(;
9>'D+$41+01$' %1 2FF/1(1+$1)$7?)%2'&+01(1?&190;
E)10%0!?&1!$'%!?FF'/1(1+$1*&1/1?&170;
"$72)%2'8+01(71&0'$0!1?2&1!$'%!?FF'/1(1%'IM'2&(1%21102+7;
AMO1$%11+0>G&safety drills 1+01$'%!% F1&2%1(;

W&)+01192+7IW&1/IE&">+$4!R)F10

‘HDU WKH DSSURSULDWH XQLIRUP ZLWK UHJDUGV
'&IF*2%+'4:;
<?2>119%241>)0%!M11/'&$!'$1%210+(1!'G1%211)$+G'&>!(1%18&>+$1(IM31%211*&) +D1!F
92'1012$(10*D0!>)0%!M11*$01&B?%+B1X!?$(10'>11*&)+01IF+$101&1T)+&11/'>1$1%
/17&177$%32'01;192'10102)F(IM1!7'F+021(12$(1+$14"(102771; !
_$F31%211%'7IM)%%'$!'G1?2102+&%!>?3IM11'71$1201%'1$'%6!02'/1*F1 B3 223 £:31%210Y
972G 1%3*F'%2+$412$(11T)+7>1$%!>)0%!M 1!/ &$1201&1 T)+&1(;
AFFIFE'%2+$41/'&$120172&%!'G13)&)$+G'&>1>)0%IM1I*F1?$X!7&1001 (X! ?$(IG&11
'&I(?>741; |

W&1/1>1>M1&01>)0%!IM1IFF12$12$(!'()&!G&11X!%EH ) (10122+&X!22$(0XI$2+FOX!
>N%62XIM'(312$(I*F'%2+$4;
AB'+(1)01!'G!0%&'$4171&G)>10!?$(1*F'4$10}
g+0+MF11%72%9%"012&11$'%!718&>+%%1(;
g+0+MF1IM'(317+1&*+$4012811$'%!718&>+%%1 (1111 7%!'$11128&+$41+$112+21128

[>13K; !

[A(?7%1(1G&" 88442 *&)+0102+7N'MO:*'Y
[9)&*18! [//;>0**&)+010:*>

-


http://www.cruiseshipjobs.com/

3.2 Activities B

[

9%)(3!?$(1/'&D!1%2&")421%21!T)10%+'$01%22%!G'FF'/;1#%!/+FFI1200+0%!%'!(1%1&>+$112'/\/1FF!

312?7B1! )$(1&0%"(17$(1>?0%1&1(1%21'$%1$%;

a+&0%6%1 >R 10%+'$0$ 13)& I'/$IM1G'&110%)(3+$41%2112$0/1&0!%22%!?&11?B?2+F?MF112%!%2111$(!'G
%62+0!01*%+!$: 1!

Grade 12
Activity 1

a)&!7'00+MF1!'7%+'$0!?&114+B1$!G'&!17*2!T)10%+'$;'W2"01!%6211*'&&1*%! ?$0/1&
1&+%11%211T)10%+'$!$)>M1&!1J";"19%";:KI?$(1%211F1%%1&!1;4; X!"; 0NN
“"l1'$ WRXULVW SURILOH IRU D « WRXULVW ZLOO PR\

&1T)+&1>1$%%6;
AL ) ((2+0%! \! d1/+02!
I W HOF?>4* AL 4$() !

!

"= 6211%371!'G19%")&+0%!%2?%!/+FFIM11 3R $B0496-4B1! ?$(!F100!M)(41%!01$0+%
121$!*2"0+$41?2$1+%+$1&?&3;

! Al c1+0)&1!'%")&+0% \ 1?F%21%")&+0%

! W g+0+%+$4!G&+1$(0!?$(1&1F?%+ ~ \)0+$100!%")&+0%

P

"y 1 6211(%)>1$%!%2?%!121F701%'*&17%1!1?1*"71&?%+B1!1?$(1?*'FF?M'&?%+B1!

DWPRVSKHUH LQ WKH ZIRUNSODFH LV WKH «

LAl F(LIGIFS0*%

! \ ! *'$%&?*%!'G!1>7F'3>18%

! W *'(L'GU4F'M?F!11%2+*%0

! A G+&!1%&?(117'F+*3

! ! !

1#



"5 621!Ag#9'FDU UHQWDO FRPSDQ\TV VWDII ORRN SURI
FRQWULEXWH WR WKH FRPSDQ\TV «

! Al E?&(1$!>7+$%1$?7$*1

! \ W&T'&?%11+>741

! W 6&+7F1IM'%%">IF+$1

! A Y&+ +$410%&)*Y0)& 1

! ! !

11T 8QLIRUPV LQ WKH ZRUNSODFH FRQWULEXWH WR

! Al +$*&1?201(1+$(+B+() ?F+%3!+$!%21!M)0+$100;

! \! ?1(1*&1?701(10)0%?+$?M+F+%3!'G!%21!M)0+$100;

! W ?IM1%%1&!7&'G100+'$?F!+>?41!'G1%R1!10%?GG;

! Al F100!1%17>/'&D1?7>'$41%2110%PGG; (5)

! ! ! !

Activity 2:

W2"011?!(10*&+7%+'$!G&'>IW'F)>$N%2?%!>7%*210!%21!1%1&>1+$!W'F)>$!IA; Hi&+

'$F31%211F1%%1&!JAI%"1aK!$11%!%'1%21!1T)10%+'$!$)>M1&!J-;"1%']-;:KI+$!%211?$

1;4;X!-;0O!E!

I ! !

COLUIN A

2.1 H%2+*?F! Al E?%21&+3$H7F1%1+$G'&>?%+'$1?M")%!%21 1940 &+0°¢
*2?FF1$410

2.2 a&+$41! \ 1 AIT?&%+*)F?&14&)7I'GI71'7TF11?%!/2+*21?217&'()*%!+0!
M1$1G+%0 2+>1(!!

2.3  Y&'G100+'$?F! W  Al71&0'$!1%27%!?8&&?$410!%&?$07'&%?%+'$X!
+>?41! PSS (2%+EX! %)&ORS(1%&+70!G'&!I71'7TF1!?%!?!

071*+G+*1*'0%

2.4 67&41%! AASITI%E?IMIS1EHY! 1%'1%211/?411'&10?7F?&3!'G1 79!

>?&D1% 1>7F'311!!

25  6)&+0%I7&G+ HI  Cc14?FF31(?$41&)0!+00)10!%22%!*&12%11*$GF+*%!/
%211>'&?FI7&+$*+7F10!I'GI0*+1%3X!1;4:XIM&+M1&3
D+*DM?*DO0!
al  #%&1G1&0!9%'19%211+>2411%27%!'$117&'N1*%0!?2M’)C
%21>01FB10X!1?2$(1%21!M)0+$100!M?01()) 7'$!
2771282$*117$(1&17)%2%+'$;

®)

11"



Activity 3:

W2"011%21!*'&&1*%!/'&(JOK!IG&">1%2'01!4+B1$!+$!M&?*D1%0;!i&+%1!'$F3!%21!/'&

$11%!%'%21!T)10%+'$!$)>M1&0!J,;"19%'],;:KI+$1%21IA<9IHRN\__ @X!1;4;X!,;0I'$+G'

! ! !

G 621IF'4NG'&>0172&%!'G1%211+>7411'G1%211J0%?GG!=*+7?2$3K; !

! ! !

g1 7KH IHZ ZRUGY OLQNHG WR WKH FRPSDQ\TV JRD¢

! ! !

oy 1 6211%$%&?*%!'GI1>7F'3>1$%!+0!M?01(1"$!%21 1 Ic ?M*A%! =I\?0+*IW'$(+%+'$!'G!
H>7F'3>1$%! A*%K

! ! !

;51 a?>+F31&107'$0+M+F+%3IF1?B1*?$IM11?77F+1(1G'&1/21$!13%21&1!+01(1?%2!+!
?1>"' > 147B1IM+&%2!1%'1?IMPM3K

! ! !
g 1 <'&7?FI'&D+$412)&0!+$1%21!%") &+0>1+$()0%&3!+0!J,L1=15:K!12")&0!71&!111D;! (5)
! ! !
Activity 4 !

5;"NIR1G1&!%'1%21!7+*%)&1IM1F/"'$!?071*%0!'G!%21\?0+*IW'$(+%+'$0!'GIH>T7F ' |

| | |

| -Cﬂvtract s -Annual Leave |
| —————

! —————

| .worﬁnghog_rs

I ——

|

! ! ! !

! 5" 1 9%?%1la "R!?071*%0!%27%!02")F(IM1!+$*F)(1(1+$!%21!*'$%&?*%!'C !
1>7F'3>1%$%! J5K!

! ! ! !

! 5"-1'1 HITF?+$12'/1%21'G'FF'/+$41?071*%0!'G!%620+*W$(+%+'$0!'G! !
H>7F'3>1$%A*9X!102'/$!+$!%21!7+*%)&1!?M'B1X!/+FFIM1!?77F+*?MF
%&?B1F!?41$%!/'&D+$4!G)FF!%+>117%!?!1%&2B1F!?41$*38!

! ! ?K 1'&D+$412) &0 g--K- + J-K

! ! MK 9+*DIF1?2B2 Iy j=-K- J-K

! ! K ASS)?FIFL2BLIII vy g -kt J-K

1%



! 99%)(31%211*28%"$IM1F'/12$(17$0/1&1%211T) 10%+'$1%22%! Gl FF'/0; !
! ! ! !

Adventures Travel Agency
CUSTOMER SERVICES

PLEASE RING
BELL TO BE
NOTICED

[Adapted from www. carfoonstock. corn] |
! ! ! !
! 621!*?&%"$!02'/0!7"&!*)0%">1&!01&B+*1;!! ! !
! A+0*)00!16i_!/?30!  +$!/2+*2*)0%'>1&!01&B+*117'F+*+10!>?3!*'$%&+M)%1!1%'! |

| ! | [14]
Activity 5 !
! ] I !
! 9%)(31%2117+*%)&10!'G!1>7F'3110!?%!?1%&?B1F!1?41$*3IM TBOAK!%21! [
T)10%+'$01%2?%!G'FF'/;
| | | |

! MS HARASSMENT MR LAZY !

1%



HI7F?+$!%211+>7'&%?$*1I'GI?*'(1I'G!*$()*%0!?%!?1%&?B1F!?41$*3; i, J-K

! ! !
A+0*)00!16i_1/?30X!+$! ?IYARAERAY . X!+$!1/2+*21%211)$7&'G100+'$?FIM12?7B+ |
'Gl1%21!10%?GG!>1>M1&0!+$!1%2117+*%)&10!?M'B11*?$!+>77*%1$14?%+B1F3
1%2+*0I'G!%21!'"%21&!0%?GG!>1>M1&0!?%!%21!1%&?B1F!?41$*31& 147 &(+$4

ot L2&200>1 %I ey j-1-Kn- JsK

So- b c?2UAS100M T i g-1- K 35K

HI7TF?+$!16i_!/?30!+$!/2+*21%2111>7F'31&!*?$!(1?F11GG1*%+B1F3!/+%2!%21!% !

*2010!'G!)$7&' G100+'$?FIM127B+'&!%'11$0)&117&'()*%+B+%B!7%!%21! !
%&?BLFI241$*3; I i J-14 JsK

! ! ! ! [14]

Activity 6: [

! ! ! !

O;" R1?(1%21!+$G'&>?%+$!M1F'/1?$(12$0/1&!%21!T)10%+'$0!%2 2% G'FF'/;! !

! ! ! !

! k?2*2X12IT)?F+G+1(1%")&!'718?%'&X!/?$%0!%'!'71$!2+01'/$1%") &' 71&2%+$41*'>| |
114+012/28&11%22%1%2117& G100+'$2F1+>2411'GI2+01*'>72$31+01+>7'8%?$%!G
0)**100!'G!2+0!M)0+$100!!

! [ ! !

! O;";"l  HITF?2+$!2/1%211G' FF'/+$41*2$1*$%&+M) %1107 B4R100+'$?2F!+>241!'C |

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

! ! J?KN&?$(1(10%2%+'S1&IMIIIIIHI gy J-K

! ! IMKIAS!I?277&'7&+2%11$2>11G'&!1%21IM)0+$100!HHIIHHIHnnnnmm: J-K

! ! ! !

! O;-1  ~+0%)00!6i_!&120'$0!/23!>'0%!%")&+0>!M)0+$10010!7&1G1&!%21+&!( !

%'1/12&!1)$+G'&>0; NI nning-1-Ke JsK

! ! ! !

O;-Il 9%)(31%211+$G'&>?%+$IM1F/12$(12$0/1&1%211T)10%+'$0!%22%!G'FF'/ !

! ! ! !

I | AIM)O+$1001*2&(1+012$!1+>7'&%2$%!*'>>) $+*2%+'$12$(1$1%/' &D+$41%"F1)01(! | !
+$(+&1*%F3IG'&!>?&D1%+$4XIM)%!/2+*21+0!'G%1$!$'%!)01(11GG1*%+B1F3!

! ! ! !

1| n



O;-"!
O;-;-!

BUSINESS CARD !

Alison Smith

Travel consultant

! !
#(1$%+G3!6i_!+%1>01%27%!?7717&!'$!%211?M'B1IM)0+$100!*?& ;! J-K
HI7F?+$!6i_!&1?0'$0!/23!%21!?M'B1!M)0+$100!*?&(1*?$$'%!M1 !

&142&(1(12012$11GG1*%+B1I*>>)$+*2%6+'$12$(1$1%6/ &D+$4 %" FIe' |

! [14]



Activity 7
! ! !

R1?(1%21!0*1$?&+'IM1F'/17$(1?$0/1&!%21!T)10%+'$0;

Nomvuyo has recently been employed as a receptionist at a private game reserve in
the Eastern Cape. She works long hours and it is expected of her to work on
weekends and public holidays.

Nomvuyo has been given accommodation at the lodge and is allowed to go home
on the weekends that she is off. Her working hours are 07:00 to 19:00.

She often does not get a lunch break as she has to deal with tourists at peak
times. She is provided with a uniform and it is expected of her to be neat and
presentable at all times. The lodge prides itself on giving excellent customer

service.

Q" <?>11%21!("*)>1$%!%27%!0%+7)F?%10!%21!F?/0)$(1&!/2+*21<'>B)3'1+0! J"K
1>7F'31(; !

Q;-! #%!+0!1001$%+?F!1%2?%!<'>B)3'10+43$0!?$!1>7F'3>1$%!*$%&?*%!M1G'&1!09 !
$1/IN'M!1?%!%21!F'(41; !
9)4410%!_<H!&1?0'$!%'0)77'&%!%2+0!0%?%1>1$%); J"KH

Q;,! <>B)3'" 102)F(I1?FO'IM1!4+B1$!%21™(1I'GI*'$()*%!'G!%21!F'(41'M1G'&1!10%?8 !
21&!I$1/'N'M!

! Q:.;"! HITF?+$!1%21!B?F)1I'GI?2!* (1I'GI*'$()*%o; 1 g -k - J-K

! Q;-! <2311 <HI+%1>1%2?%*?$IM1I+$*F) (1(1+$!?!* (1I'G!*'$()*%; J"K

! ! ! [5]
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Activity 8: PROFESSIONAL IMAGE
L;"! 9%)(3!%21!7+*%)&1I'GIW'$'16&?B1FIM1F/1?$(1?$0/1&!%21!T)10%+'$0!%2 770! !

Cono Travel

WWW.Conotravelorg N

> |

L't C?%*21%211G?*%'&0!%27%!+$GF)1$*11%21!7&'G100+'$?F!+>?41!'G
6&7B1F!/+%2!%21!11?>7F10!02'/$!+$!%21!17+*%)&1;IW'>7F1%1!%21!
G'FF/+$41%?MF1IM3!/&+%+$4!%2 1) KI$d482RAIX621 ! G?*P0'&;

I I
| Factor! Answer ! Factor! Answer !
Slogan ! <?>1I'G1%21!*'>7?$3! | !
Neat appearance and ! \&"*2)&11/+%21%21!F'4" !
hairstyle
Wearing a name tag ! i1?&+$41?2)$+G'&>1/+%217 |
F'4'11
Logo of the company ! “7(?%1(1/1MO+%1! !
! !
L;";- 1 MB+(11%211G?*%'&0'>13%+'$1(1+$IL;";"1?2** &(+$4!%'%21!%?MFLIM
Company image Staff image Marketing material
! I

I Al%&?B1F!1?41$%!4&11%0!%21!*)0%'>1&0!/+%2")%!F"D+$41?%!%21>1/2+F1!1

2?7>M)&41&;1
#$(+*?%1!1+G1%21!11>7F'3111+$1%21!10*1$? & +ETREBOL$%0! ?17&'G100+'$?F!

5 1 &DI?%1?19%&7B1F!I?41$%;!_$1!I'G!3")&!*FF1?74)10!7&&+B10!?%!/'&D!7"&F3!

4875131 !
Li" 1 HIZE2+$19%211%$*17g6bomed. ! g -1 |
Lii- | A+0%)001/23 14&">+$4 1+014+>7'&%?$080RE6& ?BLF1241$*312$(1%21!

JLK!

JLK

JK

J-K
!

J5K
[24]
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Activity 9: CODE OF CONDUCT !

P:"l Y&'B+(1!?10)+%?MF1!1%1&>!G'&!1?*2I'G!1%21!G'FF'/+$4!0%7?%1>1$960;1i®+%d! !
%21!%?MF1!7&'B+(1(!M1F/1J'$1!IF1%%1&!7 1&!MF*DK
! ! ! !
! P 1 6211%371I'GIF1?7B1!14&?$%1(1%'1?$!11>7F2111+01+$IM1(1()11%'IGE);! !
! P;"- 1 A((+%+'$72M1$1G+%0!&1*1+B1(I'B1&!?$(I1?M'B1!3")&!0?F?&3!'&!/?410 !
! P;", ! AIF14?F1?4&11>1$%!M1%/11$!%/'1'&!>'&117?8&%+10 !
! P51 6211H!+$!%21!17*&'$3>% & ($ VWDQGV IRU « !
! P;": 1 i'&D+$412)&0!71&!(?3!1+G!?1/'&D1&!/'&D0IG+B1!(?30"'&!F100!+$!?1/111 !
LV « KRXUV

I I e e |
P;"-1 ]! ! ! ! ! ! ! ! ! ! !
P, ]! ! ! ! ! ! ! ! ! ! !
P;"5! |1 ! ! ! ! ! ! ! ! ! _
T I W S T s W s

Lo ! !

P;-1 P;-" 1 \&+1GF3!1I7F?+$!%2117)&7'01!I'G!?!*(1'G!*'$()*%!G'&!?1%") &+0>! !

I I [ [

! P;-- 1 \&+1GF3I1I7F?+$1%21!IB?F)1I'GI?!*(1I'G*'$()*%!G'&!?1%" )& +0>! !
M)O+$100; I sk 35K

! ! ! !

P;,! E+B1!0)4410%+'$0!G'&I9HgH<I?071*%0!% IM1I+$*F)(1(1+$!?1*(1I'GI*$()*%!%: !
+01777&'7&+2%11G'&1%2110%?GG12%!21%21>1172&D1+$19")%2!AGE&+*?10)*21% |
W+%3;IIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIII|I|IIIIIIIIIIIIIIIIIIHIIHIIIIIIIIIJQ|"K! JQK

Lo I [20]
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3.3 Marking Guideline for Activities

Grade 12
Activity 1

Activity 4
5;"I
! !
! !

\I 3 "51 \I 3
A3l el W!3!
Al 3

!

H! 3! =51 \I 3
A3l - Al 3!
al 3!

!

W'>727%$3! 9!

9F'4?%! 9!

\?20+*IW'$(+%+'$0!'GIH>7F'3>1$%! A*3b!
621&1!+0!(1?7%2!+$!%21!GB+F3!
5:1 9l

;L H>7F'31&12$(11>7F'3111(1%?+F01=1G)FF!$?>10!?$(1?((&10GLO!

I'&D+3$412")&0!=1&?%1!'G!I'B1&%+341!
“$+G'&>1?FF'/?$*10! 3!

6&?B1F!M1$1G31%0!

Ac1?B1!
AW'&1!()%+10!=IM&+1G!(10*&+7%+'$!'G!%21!/'&D
A?%1!I'Gl1>7F'3>1%%

Aa&+$41!IM1$1G+%0
AR1>)$1&?%+'$1=1?4&11('0?F?&3!'&!/?410
A61&>+$?%+'$I'GI01&B+*1
AY&'G100+'$?F!?2**)$%?MHF+%3
A91&B+*111%24*0

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

markl

$!



Activity 5

5;"-1'1 ?KIi'&D+$412")&08!6&?B1F!1?41$%0!/+FF!12?7B1!?!1G+I1(1/'&D+$4!10*233F J-K

%6213!>'0%F3!/'&D!?!545:12")&0!71&!/11D ! !
%6213!/'&D!P!12&0!?!(?3 ! !
WG1%213!$11(1%'!/'&D'02+G%0X!1%62131>)0%!$'%! 11*11(!/' &D+34!12")&(C !
MK!9+*DIF1?B18!IAI>1(+*?F*18%+G+*?%11%'IM1!7&'B+(1(I+GI?MO1$ !
111(?30! 33! J-K
XCc1?B1I+0*2F*)F2%1('B1&!?],£56%2!*3*F 1 !
% ,Z 1(?30!10+*D!IF1?B1!+$16281312&71&+( !
*KIIA$$)?FIF1?7B18!<'&>?FF3!-"1(?301?2FF'/1(1%'M11%?D1$!?$(1?77F+11 J-K

| |
#G1%21IM)0+$10012201%)0%'>1&!01&B+*117'F+*+101+$!7F?*11+06102'/0! J5K
B?F)119%21!$11(01?$(1+$7)%!' G1%211%)0%"313!! !
6211%)0%'>1&!/+FFIG11F19%22%!211+01&1*4$+U1(1=1$'%+*1(1?01?2!B?F)" !
723+$410%?D12'F (1R3! !
%, WKH SROLFLHV DUH LQ SODFH WKH WZR !
)0%'>1&M1*?)011%6213!/+FFID$/1%211*$01T)1$*10;
HH#G19%62117' F+++1012811+$I17F?*1196211M)0+$100!+0!&1071*%1(IM31+% |
+06l/+FF17'€%&231?17& G100+ $?F1+>741;
HHGI%2117' F+*+1012811+$I7F2*112$(1)01(X1%21$!4"(101&B+*11/+FFIF1 |
F'32F1%)0%'>1&0!!
HW)0%'>1&101&B++117'F+++10V/+FF1+$(+*2%119& 2+ $+$4/'G10%?GG!/; !
M1%9%1&!%)0%'>1&101&B+*112$(IF'3?2F1*)0%'>1&0
! [14]

#%!4)+(1011>7F'3110!I'$!1?**17%?MF1IM12?B+")&!?%!%21!/'&D7F?*1!1% J-K
>?+$%7?7+$!'&(1&13! !

I 710)&1!%27%!%211*'>7?$3e0!'71&?%+'$0!&)$!0>"%2F3!7$(1%21 !
*>72$31&1>?+$0!7&'G+%?NIF1; !

f , WLV XVHG E\ WKH WUDYHO DJHQF\!WR G}!
I'GIF14?F!?*%+'$IM3!1>7F'3110; !

! !

!

$#



! !

!

Activity 6:
o oMl

#$+&12011+$1810+4$2%& MDF %6+ $41+$12((+ %6+ $?F1&1*&) + %o+ $AXI2 +&-
%&2+$+$410%60!G'&1%621 1*'>7 B5F;!
#$+&1201(1?M01$%11+0>1&10)F%+$41+$!(1+&1 201 (I7&' ()*S@H'S;!

+ 5BHGXFHG SURGXFWLYLW\ [URP HPSOR\HHYV
I/+FFIF12(1%'1$'111%&?11GG'&%!" &!11%1$(1(\/'&D+$412)&0

+ 3BRRU VHUYLFH GHOLYHU\ WR FOLHQWYV R:
I1(1PF+$41/+%210%?GGI*>7A2+$%0

+ 3BRRU HPSOR\HH IUHODWLRQVKLSV

[

C'/17&'()*%+B+%3!F1B1F01?7>'$40%!0%?GG!>1>3/B&0;!
62131120+F31+$GF)1$* & D1&01%'12('7%!%21+&10?>117"&!/'&D
19%62+*03 3!

f 2WKHU HPSOR\HHV ZLOO KDYH WR FDUU\ V
$ 7TKHVH HPSOR\HHV ZLOO Q RGAB1E/4+BDEBDHO2AGR

¥ &UHDWHV IHHOLQJV RI DQLPRVLW\ ELWWE!

!
R1G1&!%21!1>7F'3110!%'1%21!*'(1!'G!*'$()*B 3!
92)F(1%21!IM127B+'&!$'%!+>7&'B1X!4?%21&!1B+(1$*1!'$!9%621!

)$7&'G100+'$?FIM127B+'&X!+$!'&(1&!%'1%?D11+%!%'1%21!911%!F1B1] !

+$%1&B1$Y3-3!

f 6HW XS D PHHWLQJ ZLWK WKH RITHQGHUYV
)$7&'G100+'$?FIM127B+'&;
161&>+$?7%+'$!'G!01&B+*10!+$!01B1&1!+?010;

NOTE: Accept examples of different types of interventions;!

!

J?KI9%2%+'$1&31/2+*21+$*F)(10!+%0!0F'42$12$(IF 4'1*&12%1DIM&?%(
2/281$100=F'3?7F%317$(1&1*4$+% B!

f ,W SURYLGHY UHOHYDQW VSHFLILF DQG
M)0+$100!1:4;X!*$%?*%!(1%4?+FO0;

+ 7KH EUDQGHG VWDWLRQHU\ PXVW EH RUL!.
>)0%IM1F12&;

1 ) D F L O'WBARObINE!2$(17&101$%0!2101$01!'G 1+ (1$%+%3
2$(17&+(11%'1%211(+GG1&1$%!M)0+$10010;

|

J5K
!

J5K

$1"



IMKIAI>1>'&?MF11$2>11+01200*+2%1(1/+%21%&)0%!/2+*21+ 011 2&$1(
'B1&!?171&+'(1'G1%+>B!3!

t 7KH QDPH FDQ FUHDWH D SRZ+$tRIR@ LPDJF
%21!$)>M1&!"G!*)0%'>1&0!0) 77'&%+$41%2117&'()*%!'&!01&B+*1;

t W FDQ EHFRPH D KRXVHKROG QDPH WKUR
|

!
H>7F'31101/2'1/12&8)$+G'&>01*?$!7'&%&?3!?17&' G100+'$?F 1+>2411G'&
%21!M)0+$10@ 3!

"$+G'&>01*812%1IM&?$(1?/?&1$1 G0B!

t W GLFWDWHY TXDOLW\ DQG XQLIRUP VWD
t 8QLIRUPV FDQ VDYH FRVWV IRU ERWK WKF
!

c'4l 3

<?>1I'G!%21!M)0+$100!*?&(12'F(1&!

d'MI(10*&+7%+H'$

!

621!IF*?%+'$!'G!%211241$*31*2$$'%!M1!(1%1&>+$1(1?01%21&1!+0!$'!
?((&100!7&'B+(1(;! 33!
W)0%'>1&01/2'17&1!1D11$!19%'1*'>>)$+*29% 112$(1$1%/ &D!/+%219421
%&?B1F!*$0)F%?2$%!/+FF!$'%IM112MF11%'*$%?*%!21&!?0!$'1*'$%67*0
2&11G)$(;! 33!

+ 7TKHUH LV QR VORJDQ PRWWR WKDW SUR|
030%1>K!"G!%21!M)0+$100;

t &DQQRW EH XVHG DV DQ HIIHFWLYH UHIHU
+$G'&>?%H$;

+t 1R ZHEVLWH VRFLDO PHGLD FRQWDFW GH\

1 1R?+FI2((&100
|

$$



Activity 7 !

QM ! \20+W'$(+%+$0IGIH>TF'3>1$%!A*9%61J<";1Q:'GI"PPGK! J'K

! ! ! !

Q! ! AFS$Y6& 2+ 78'%1+%601%2111>7F'31&17$(1%2111>7BB11;! J'K

! ! + $ FRQWUDFW GHILQHV WKH FRQGLWLRQV ;!
1>7F'31(; !

! ! + $ FRQWUDFW H[SODLQV WKH FRUH GXWLH"!
' &D+$412")&0X!)$+G'&>12FF'/?2$*10XIM1$1G+%0X!1&1>)$1& 2%+ $XIF 1’
M1$1G+%0X!1%*;

! ! + $ FRQWUDFW HQVXUHV WKDW WKHUH LV Q !
1>7F'31112$(! 1>7F'31&1&1472&(+$411>7F'3>1$%!+00)!L0; !

! ! ! !
|
|
!

Q! Q"1 AM(LIGIF$()*%!4)+(101%211%$()*%!'GI0%?GGl+$!?1M)0+$ 16! J-K

! ! f ,W JXLGHV VWDIl RQ HWKLFDD PDWWHUV L !
$ W DVVLVWYV LIT1E2+BIWHE0T2D8 FASLEDIF?*1;! !
+ ,W SURPRWHVY LQWHJULW\ LQ WKH ZRUNSC !

! ! + ,W SURWHFWVY EXVLQHVVHV IURP ODZVXLW!
+ ,W DFNQRZOHGJHV GLITHUHQW FXOWXUDO !
+ 3UHVFULEHV KRZ VWDII VKRXDG EHKDYH 2Z!

! ! + (QFRXUDJHV HPS GRVI$O+VIFB/R DFW !

! ! ! !

! Q::-! 621IM12?7B+8G!1>7F'31101/21$!?%!/'&D! 3! J'K

&RQILGHQWLDOLW\ !

8VH RI FRPSDQ\ DVVHWYV !

2EH\LQJ RI ODZV DIQG UHJXODWLRQV !
+RQHVW\ !
6XEVWDQFH DEXVH !
$SSURSULDWH GUHVYV !
,QWHJULW\ RI VWDII !

H + H+ H+ H+ +H +H

$%



PROFESSIONAL IMAGE !

Activity 8: !
L! Lo I
! Factor! Answer ! Factor! Answer ! !
Slogan ag! <?>1I'Gl%21!*'>7?$3! | H 9! JLK
Neat appearance and A9l \&'*2)&11/+%2!1%21!F'41 A 9l
hairstyle
Wearing a name tag wo! i1?7&+$41?21)$+G'&>1/+%2!7 \ 9!
F'411
Logo of the company E 9! “7(?%1(/1M0+%1! . 9
! !
! L;"-1'1 | Company image Staff image Marketing material !
E9G9H 9F9 Al QIWI9QN! 9! AL 9l JLK
! ! !
! ! ! !
L;-1 ! "$7&'G100+'$?F1 < _K! !
#%!011>0!&)(1!$'%!%"F"'D!?%!71'7F11/21$!3")!1071?D!%'1%21>X1%213!: J-K
%2+3$D!3")!1?&1!$'%!%1FF+3$4!1%201%&)%2! !
W LV YHU\ XQSURIHVVLRQDO WR HDW LQ IU!
1?$%!%'14+B11%21>!3")&!G)FF!?%%21$%+'$! !
! ! ! !
L;, ! L' ! i21$! 3)F"'D!$1?7%X!1%+(3!?$(17&101$% V1 J-K
i21$!%2111>7F'3111%"D*?&1!'G1%21+&!71&0'$?F!1?771?&P$*1
! ! ! !
! L;;- ! 621PF+1$%0!*?$!G11F)$*>G'&%?MF11/21$!(1?F+3$4!/+%2!?17"&F3!  J5K

48">1(11>7F'311 99! !

WF+1$%0!*2$1419%!%211+>7&100+$!962?%I%62+01+01?FF'/1(12$(1%27?9 !

1>7F'311012&1IF+D11%22%;! !
[24]!
|

$l "



CODE OF CONDUCT

Activity 9
p;"r !

! !

e
! !

! !

! P;-;- !
! !

P, !

el (# (W @ |! ! ! ! ! ol J:K
-1 lal |[R [# |<! [E! [H I ! ! =l

oW 1 <l 6! R! Al W 6! I ol

"SI [H |[Cl Yl |t [_! [j! |Cl |H [|<! |69

sl <t [# | <t [ H [ ! ! ! ! 9!

| |
6211*(1I'GI*$()*%!21F70!M)0+$100101%'10'FB1!7& MF1>0IM1%/11$!  J5K
1>7F'31 11?$(1%2111>7F'31&$!%21!/&D7F2*9N!
#78&'B112071*%0!'G!%21!/'&D7F 241!
ASI1>7F'311 ID$/0 1/22%1+011171*%1(I'G1%21>12$(1%'IM11&107'$0+MF
M12?B+$412778& 78&+?%1F317%!?Fg%+>10!
H$0)&101?17'0+%+B1!/'&D!1%2+*X TP GlA" (17)MF+*1&1F 2% -+'ED
! !
! !
g?F)18AF(1 I'GI*$()*%!1$0)&101%27%!1>7F'3110IM127B1! J5K!
K& (+$4F 39!
#9%1*& 129510 |'71&2%+B1XI*FF?M'&?%+B112%>'0M21&1
Y&'>'%101+$%148+%31+$19%621/ & BOTF?*1
C 2+$% BT L$I*'>>)$+*29%-+'$12961 2FF196+>00
! !
R1071*%!G'&!71'7F Q! JQK
N&100P77&'7&+?%TF3
\1la&+1$(F3D!
_M131%21!F?/0a!!
A+OTF231+$%1484 %3
E+B1I&1F+?MF1I#$G'&>9%+'$!
R1071%%!>?$?41&012$(1*FF1?4) 10!

N R1071%%!?$(178'%1%%!%21!1$B+&'$1$%

I [20]



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.

!
"0119%21!810)&*10!4+B1$!+$1%211T) 10%6+$!7 2 HE&IM6!'G1%2117$0/1&0!/+FFIM11+$1%2 |
0)&*11(*)>1$%X! 28%%6+HFRIX?0110%)(+10;!!

! ! ! !

R1?(1%21!T)10%+'$0!/1FF!?$(1*+&*F11%21!D13/'&(0!G'&!11?47F18! !

\&+lG+$!!‘01!! I (1IGS
!

"$(1&0%7?%(1%211+>7'&%?$*1'G!1I*1FF1$%!01&B+*11(1F+B1&3!+$!%211%") &+0>1+$() !
2'' service excellence *'$%&+M)%10!%'%21!0)**100!'G!%21!+$()0%&3;!!
! ! ! !

R1>1>M1&!%2?%!%2+0!% GHEAPFI%!2'/1%211*)0%">1&!0110!%21!M)0+$100!?$(1%2 !
0%?GG! THF'S(F3 1?7M")%!%21!/'&D+$41&1F?%+'$02+7!M1%/11$!%21!11>7F'31&!?$(1%:
1>7F'311;!!

! ! ! !

6211+>7411'G1%211%")&+0>1*>72$31*$0+0%0!' G!%211+>2411'G1%21!M)0+$100! 2$ (1% !
+>2411'G1%2110%2GG; ! @$'/1/2+*21G2*%'&01+$GF) 1$+1117+212071%%!'G1%6211*>72$ 3!
! ! ! !

“$(1&0%72$(1%211(+GG1&1$*1IM1%/11$*$(+%+$0V'GI 1>7F'3>1$%X M $%6&2*%!'GI1>T |
2$(1%21 % (LI'GI*$()*%;!! |
! ! ! !

H$0)&11%27%!3)1D$/19%211(+GG1&1$%!0%+7)F2%+$0*$%2+$1(1+$121¥ $%& 2+ %! 'G! |
! ! ! !

R1>1>M1&1%27%1%211%(1I'GI*$()*%!2?01?17)&7'011?$(1?!B?F)1;! !
! ! !

3"



Y2317%%1$%+$19%'1%2117*06+'$IBL&M!I+$!12*21T) 10%+'$;1162117*%+'$IB1&M!%1FFO! |
+$%1&78&1%!2$(1?7$?2F301196211T) 10%+$!* &&1*%F3;19%)(3!%621111?>7F10IM1F'/;]

How to use the action verbs: v
Example 1 : ’- !
! ! ! . T
Question: Define: Grooming as part of personal appearance 2)
! ! ! !
STEP1 a+$(1%21diction verb: P! !

! Define] |Grooming as part of personal appearance !! !
! 6211?7*%+'$!B1&M!#1@5 H | P IGHSheans that a clear explanation should be !

given !

STEP 2 #(1$%+G3!°/ !
! Define: !!as part of personal appearance. ! (2)

! 6211%$%1$%!+017M)%!/22%!%6211>17$+$4!'G14&">+$41+0;!1! !
! ! ! !

STEP 3 i2+*21?2071*%!'G!19%211*'$%1$%!J4&"">+$4K!102)F(IM1!?((&1002(h! (2)

! Define: Grooming ﬁs_p_art of personal appearance_ P !

——— - _—--

! 6211%2+&(10%17!%1FF0!3")/2s52Lt of the content  %'1?3$0/1& (7 part of !

—___-————-__- 5———'

\p@rsonal appearance 1 Ty
! ! 1F?M'&?%+'$ I
STEP 4 R1G1&!%'9%84atk allocation !G'&!19%21!?*%+'$!B1&I L QHNO !

marks ?&11?7FF*?%1(1%'%21!?$0/1&

$0"



Example 2: !
Question: Propose TWO possible solutions to handle a situation !

involving unacceptable behaviour at the workplace. (2x2) ! (4)

STEP 1 a+$('%3Hction verb ! !
! 621!?*%+'$!B1&MP@pose ! !

! Propose | TWO possible solutions to handle a situation involving

unacceptable behaviour at the workplace. I x2)1 (4)
! Propose 1&1G1&0!%W R J bldr-br Buggestion for  consideration by others. ! !
! !

STEP 2 #(1$%+G3! !

! Propose TWO possible solutions to handle a situation involving !

Cunacceptable behaviour ) at the workplace. (2x2)  (4)
! 6211&'F1I?$(1*'$%1$%!'GI?1*'(11'GI*'$()*%!+$!0)*2!?10+%) ?%+'$!102") F(IM1! !

(+0%)001(! !

! ! ! !
o=
STEP 3 i2+*2 !(7\031*%!9%21!*'$%1$%!J)$?**17%?|\/| F1IM12?7B+)&K!$11(0!% !

0'FB1(h!!

! !Proposeii\—N(_)_possible solutions to handle a situation invoIving__::>

’m
unacceptable behaviour Qa_t the Workplacg.:a 2x2)' (4)

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

STEP 4 621!mark allocation !G'&!%21!T)10%+'$1+0hrks. !(2 x 2)1+$(+*?%10! !
%27?%!6i_!'0'F)%+'$0!>)0%!M1!0%?%1 (X! ?$(1+%!/EFFPRIBHI&+%61 !
%211?$0/1&!+$!G)FF!01$%1$*10!%'01*)&1!-1>?&D0!71&!G?*%;!!

%-"



Preparation for the Examination in this topic

Question 1 I
a")&!"7%+'$01?&1!7&'B+(1(1?0!7'00+MF1!?$0/1&0!%"%21!G'FF'/+$4!1T) 10%+'$0;'W2"01!% !
?2$0/1&!?$(1/&+%11"'$SF31%21F1%J0KEBR1A06!%'1%211T)10%+'$!1$)>ML&I W LKIG'&!1I?>7F1
"PHAL

! ! ! !
s ASII>TF'31112701%211&+42%1%'1&1*1+B11%2+0!("*)>1$%!)7'$!12+0=21&!%1&>+3$?% !

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

! Al 6?11&1G)$(!0F+7 !

! \! W1&%+G+*?%1!'G!01&B+*1 !
! W c+0%!'GIG&+$41IM1$1G+%0! !
! Al R1*1+7%!G'&!F14?FIG110 J'K

! Answer: I\l 9l !
! ! ! !
"1l R14)F?%+'$01&1F?%+$419%'19%211)01!'G!0%&'$4!71&G)>101?%!/'&D8!! !
! ! ! !
! All Y1&0'$?F!1234+131 !
! \ ! Y1&0'$?F!?)&2! !
! W H>'%+'$?F!1+$%14&+%3! !
! N H>'%+'$?F10%7?7>+$?! J'K
! Answer: 1Al 3! |
! ! ! !
S TiI2181?2811>7F'3111+8$19%211%") &+0>1+$5()0%&3!/' &DO!'$! 21 7) MR (?3X19%62111>7F'311 |
LV HQWLWOHG WR «
! ! ! !

! Al a+B1!(?30!?((+%+'$?F!F1?7B1;! !

! \ ! 6+>1!I'GGI1T)+B?F1$%!%'1%/'!>'$%20;! !
! W Y?3>1$%!?%!(YMF11%21!$'&>?F!&?%1; !
I AL RI0*1(1?$$)?FIM'$)010;! ! J'K
! Answer: 'WI3! !

%!



"5!l

I I
_$1I'Gl%21!&)F10!+$!%21!*'(1'G™*'$()*%!%2?%*&1/'>1>M1&0!'$!?1*&)+01102+7!>)0
G'FF'/8h

! !

Al C?3M11?M01$%!G&'>10?G1%3!(&+FFO;

\! E)10%0!?&1!?FF'/1(1+$!*&1/1?&1720;

W C?31&1G)01IMF"(1?F*2'F1*'$%1$%!%10%+$4;

A W&1/'>1>M1&0!>)0%!M1!7)$*%)?F!?%!?FF!%+>10;

Answer: I"I 9l

! !
6'11$0)&11%211+%1>1+$!1%21!7+*%)&1IM1F/1?((0!%"%21!+(1$%+%3!'G!?$!)7>?&D1
JXHVWKRXVH WKH «

Al ZRUG H6RDSY PXVW EH UHPRYHG
\ ! 72*D?4+$41>)0%!M11)$+T) 1IF3IME&?$(1L(;!

W *$061$%601>)0%!MIIFIL(IM3!'%21&14)10%0; !

A 9%')&+0%0!>)0%!M&+$419621+&1'/$10'27: 11

Answer: I\ 3!

! !
A0!7?2&%!'G!%21!*(1!'G*'$()*%X1%21!.+F%'$!.'%1F!4&")7!('10!<_6!?FF'/1+%0!
1>7F'3110!%"1?**17%!4+G%0!G&'>14)10%0!'&!0)77F+1&0;!162+0!7&?*%+*111$0)&1(
HPSOR\HHYV PDLQWDLQ «

I I

Al 4"(1%'>>)$+*2%+'$10D+FFO;!

\ ! 7&'G100+$?F1?277128&2$11 ;!

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

A 7&'G100+$2F12**)$% ?M+F#%3; 1!

Answer: 1IN 3l
! !

%#



QI A$!11?7>7F1!'G!1%2+*?F10%?GG!M127B+")&8!!

! ! !

! Al #$G'&>1%2110)71&B+0'&!/21$!3")//+FFIM1!?M01$%!G&'3!/'&D!
! \! E&?$%+$41)$F+>+%1(!(+0*)$%0!%'IG?>+F3!1?$(1G&+1$(0!

! W <'%!7?3+$41?$!11>7F'311IG'&!?FF!%21!11%&7?!2")&0!/'&D1(

! AL 67D+3$41*&1(+%!G'&!/'&D'%2?%!+0!$'%!*' $0+(1&1(!3)&!"/$

! Answer: 1A 3!

! ! !

LD AS$ILI?>STFLI'GI?IG&+$41IM1$1G+%!G'&*?M+$!1*&1/1?%IP$!1?7+&F+$18
! ! !

! Al C'$%2F3!0?F2&3

! \ ! 91B1&?$*17?*D?41!

! W “$+G'&>1?FF'/?$*1!

I Al R1()*1(1%7?1 !

! Answer: W3l

Question 2:

W2"01!%21!*'&&1*%!/'&(JOK!G&'>1%2'01!14+B1$!+$IM&?*D1%0;!1i&+%1!'$F3!%21!/'&(JOK!
%211T)10%+'$!$)>M1&!J-2-;0KIG'&!11?>7F1!-;,QIW'$(+%+'30!

! !
A$!I1>7F'311!1/2"12?20!$'%!G)FG+FF1(12+0!*'$(+%+'$0!I'G!01&B+*1*?$!G?*11J%1&>+$
01&B+*1=&1>)$1&?%+'$!G'&!01&B+*1KIM3!?$!1b7F'31&;

! !
(Y)$*%)?F+%3=R1>)$1&?%+'$K!+0!?$!11?>7F1'G!7&'G100+'$?F!?2**)$% ?M+F+%3!
%")&+0>1+$()0%&3;

I 62113*(11'GI*$()*%=*"$%&?*%!'Gl1>7F'3>1$%K!*$%?+$0!+$G'&>7%+'$!'$!%621!

*$(+%+'$01'G!1>7F'3>1$%
! !

SHPXQHUDWLRQ SHLPEXUVHPHQW UHIHUV WR DQ H
%21!11>7F'31&!G'&!/'&D!('$1;

! &DELQ FUHZ PHPEHUV FDQ REWDLQ LQIRUPDWLRQ R !

*-$()*%:*-$%&?*%!ue 11>7F'3> 1$%K

Y?3>1$%!G'&!'B1&%+>11/'&D!>?3IM11&14?&(1(1?0!J?!G&+$41IM1$1G+%=1?$H)?F!F

J'K
[8]

J"KH

J"KH

J"Kl!

J'K
!
|
J'K
|

J'H
[6]!

%21



Answers:

| 61&>+$2%+'$!'GI01&BIML!!
| Y)$*%)?F+06B!

W'$%&?*%!'G11>7F'3>190!

I R1>)$1&?%+'$D!

W'$%&?*%!'G!1>7F'3>188k!
AlG&+$41IM1$195+%)!

Question 3:
R1?(19%2110*1$?&+"1?$(1*">7F1%1!%21!G'FF'/+$417?&8?4&?72'M3!*2"0+$4!?1/'&(=%1&>!Gé
%21!F+0%!M1F/;Ni&+%1"$F319%621!/'&(=%1&>!$11%!%"%21!T) 10%3 S MH &!

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.

1101$(012+0!(3.1)! ZLWK KLV DSSOLFDWLRQ IRUP -RVHSKT\
2$(1211/201277'+$%1 (1+$192117'0%:;!_$12+01277"+$%>1$%!2+0!1>7F'31&!147BBI2)!
[2+%21%$9%2+$1(12+013.3)1?$(! (3.4).11d'017212F0'10+4$1(1%218.5)!/2+*214+B10!

Answers:

gt W)&&+*)F)>1g+% 31!

g ! *$%&?*%!'G!1>7F'3>13$%!
. ['&D+$412"&0! 3!

1ol &1>)$1&7?%+'$3!

oo | *Are*s()*%! 3!

! I

[5]

J'H
J'H
J'H
J'K
J'K
[5]

%$



! ! !

Question 4: !
W2"01!%21!(10*&+7%+'$!G&">IW'F)>$N\1%27%!>?%*2101%21!%1&>1+$IW'F)>$!A; 1i&+%1 !
%21!F1%%I18@K!$11%!%'1%21!T)10%+'$!$)>M 1 &HE,'ZK!+$!%21!A<9IHRI\ _ @X!G'&!
1I?>7F115;""1c |

Column A Column B

5" \&2$(+$4! All| C'$131+0!17?+(1G'&!/'&D!('$1I'&! services !(1F+B1&1(IM:
?$11>7F'3111!

5;-1 c'4' | \ I'| Al02'&%X!0%&+D+$4!72&?01!1%2?%!'&4?7$+0?%+'$0!)
>?&D1%+$4

5;,1 R1>)$1&?%+'$ W | 6211/?31%27?%!?1$?7>1X!1%1&>X!(10&453>M'F!
+(1$%+G+101?21071*+G+*171&'()*%

5;5! A+O*&+>+$?2%0+'S | A1 | AIO>?FFI(10+43$!1'&!1?17+%9%)&1!1%2?%!?$!'&4?$+07%+'S
*2"01019%'1+(1$%+G31%21+&!7&'()*%0!?$(101&B+*10

5;:! 9'G%!0D+FFO H! | i2?%!%")&+0%0!M1F+1B1!%213!/+FF!1171&+1$*1
%2131?&1I'$I12'F+(?3

5:Q i1LMO+9%1 all| Y1&0'$?F!1*2?2&?*%1&+0%+*0!%'1+$%1&?*%!B1&3!/1F
'%21&!171'7FL

5,Q HI71*%7?%+'$0 E!| 6&1?7%+$4171'7F1I(+GG1&1$%F3!'$1%21!4&")$(0!I'G!&]
011X!?41X1(+0?M+HF+%3

5;L! 9F'4?%! . 1] 62+3$401%2?%!?&111001$%+7?F!/21$!%&?B1FF+$

5;P! <11(0! # | R1G1&0!%"/279%6)&+0%0!F+D1!?3$(1/2?%!%213!/")|
&?%21&12?7B1=("""B1&!"%21&!%2+$40

5;"Z1 Y&1G1&1$*10 d! | AFF/10'>1%2+3$41%"*'$%+$)11/+%2")%!+$%1& G 11 1 $*|
0'>1%2+$41%227%!3")!(+0fF+D1

! ! @ | 621!101%!"'G!+$G'&>7%+'$!7?410"'$!1%211#$%1&$1%!%
(10+4$1(1G'&!?$!'8&42$+07%+'$!

[10]
Answers: !
! 5" W9l 5,0 @9! !
! 5-1 ~19l 5,Q H9! !
! 5,1 Al9l 5;L! \ 9! !
! 55! E!9l 5;P! . 9 !
! 5;:;11 al9l 5"Z! #9! [10]
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Question5 !l

9%)(31%211+$G'&>2%+'$IMLF/12$(1?$0/1&1%211T) 10%+'$01%2 2%!G'FF'/

SERVICE ON TRACK

The waitrons below are employed by Exquisite Rail Luxury Train
Company in South Africa. One of the conditions of employment is to
portray a professional image at all times.

[Source: www.istockphoto.com]

! !
Sl #$1%2T#*%) &1 X!+(1$%+G3!6i_!/?30!+$!/2+*21%21!/?+%&'$0!(+07F?3!

7&'G100+'$?F+0>1+$19%21!/'&D7HF?*1;
! !

J5K

6211$%&2*%!' GI1>7F'3>1$%!071*+G+10!%21!(&100*(11G'&1%211/7+%&] !
(101$'%!+$*F)(11*>71$02%+$1I>'$13KIG'&1)$+G'&>0;116211/2+%&'$01+$1%
2M'B117+*%)&11G11FI%21'$F31/231962131*2$12(21811%'1%6211(&100! (114
&1*1+B112)$+G'&>12FF//2$*1t !

HITF?+$]_<HI&120'$1/231%211%/11>7F'3110!G11F 1$%+9%6F 1(19%'17)$+G'&: |
FFF2$+1:11 J-K!

%III



9%)(3!%21!1+$G'&>7%+'$IM1F/17$(1?$0/1&!%21!T)10%+'$0!%2?%!G'FF/;

DOING RIGHT BY OUR VALUED PASSENGERS

Passengers on Exquisite Rail deserve excellent standards. This includes the
conduct of crew members employed by the company.

The conversation below is about the do's and don'ts for crew members
working on a luxury train.

Trainee:

Trainer:

How should crew members conduct themselves with the guests
when working on a luxury train?

1. A crew member should never argue with a guest. Instead, any
complaints lodged by a guest need to be reported to the
supervisor immediately.

2. Never invite a guest into the crew quarters and never accept
invitations to socialise with guests.

3. Be aware that parents with young children may misinterpret
crew interaction with their children.

4. A crew member must be careful not to give too much attention
to one particular guest when it comes to service delivery, as this
can be misinterpreted.

W2"011%211*'&&1*%!"7%+'$!/+%2+$M&?*D19008&21M+$4!?M'B1!1G'&>0!177¢ !

WKH FRPSDQ\fV FRGH RI FRQGXFW DQQXDO \ JK!

HI7F?+$!_<H!&1?70'$Y/23!HIT)+0+%1!R?+F!*'$()*%0!%2+0!%371!'G!%&?+$ !
0100+'$!&14)F?&F3;

#(1$%+G3!6i_!11?7>7F10"'G*&1M12?7B+1&$!%21!(+?F'4)11%2?%!*")F(IM1!

*$0+(1&1(1?1B+F?%+$I'GI1%211*(1I'GI*$()*%;

J-K!
I

I
J5K!
[14]

%."



Answers
! G i1FF14&">1(! #*F1?$F3!02?B1$X!12?2+&!%+1(!GI9*D;!
Al$1?2%!?$(1%+(3!(&100'*'(1!?0!7&10*&+M1(!M31%21+&!1>7FA1E&;!

A62131?7&110>+F+$4!1+$(+*?%+3$41G&+1S(F+$100!/+%2!4" (11311*'$%?*%0; 11!
H'%2!)011?1%&7?3!%'101&B1!(&+$D0!S;
AAI(+021*F'%2!127$40!'F'01F3!I'B1&!%21!?&>X!>11%+$41%211071*+G+*?%
A621+&!?778&'7&+?%1!7230+*?F1?2771?&7%$*1;
Note: Accept examples of professional image.
! ! !
! G- 621!(&100"™(1!1+0!7?&%!'G!%21+&!*'$%& ?*%) ?F1?4&11>1$%!?$(1%21&1!0
0'>1!G'&>I"G*>71$07%+'$1%'*'$%+$) ?FF3!>?2+$%?+3$1%21!7&'G100+'$?F
F'D;!99ll
%102 F(1$'%!M111171*%1("'G!I1>7F'3110!%'17)&*2?011%21+&!'/$)$+G'&*
M/'&D1?01%21312?7B1!1%'*'>7F3!%'%21)$+G'&>1(&100!™*'(1;!
#62131>+42%IG11F1+G1%211&10%7?)&?$%!/2$%01%'1) 72'F(1+%014" (1+5741
11>)0%!1$0)&1!%211/?+%&'$0!?&1!?77&'7 &+?%AGFRI 3! 4+B+$41%62131?!
H0)MO+(+U1(1?7>)$%!G'&I*F'%2+$4;
I16213!1?&11'$!1()%3!>?$31*'$01*)%+B1!$+42%0!?$(1$11(!>'&1!01%0!'G!!!
) $+G'&9;!
; Xi?02+$412$(1*F1?7$+$41%211)$+G'&>10'"'G%1$1*?$IM1IB1&31*'0%F3;
I %i12817$(1%12&!'G1%211)$+G'&>01>)0%!M11*$0+(1&1(;
| | |

co L net L WLIGIW'S()*%6! 1O QU )
I ne- 1 621101&B+*11+$()0%&3!&1T)+& 10+ SOVCTHDEIFF-+$412$(1%6& 2+S 9811111
1621198 2+$+$41+017180'$?F+01(1?((&100+$41+$(+B+() ?FIOD+FRAIGL(D!

A7KHUH LV D FRQVWDQW UHPLQGHU RI WKH GF

HEB+96+$41214)10%6!+$%'121+& /I BRAIAI NI )

M1+$4'B1&F317%%1$%+B1!J4+B+$41%"1>)*21?%%1$%+'$K!%'I'$1!7?&%

J5K

J-K

J-K
J-K

J5K

%"



Question 6: ! !
O;"I' 9%)(3!%21!+$G'&>?%+'$IMLIF/1?$(1?$0/1&!%21!T)10%+'$0!%2?%!G'FF'/; !
! ! ! !

ARE WE HOT OR NOT?

The physical appearance of a business contributes to a professional image.

The pictures below show the room keys issued by each hotel to their guests
upon check-in.

HOTEL A: SUNSET HOTEL HOTEL B: DAWN HOTEL
g N

INSERT AND REMOVE

SUNSET
HOTEL ’/_D

v

WISHING YOU / —
A WARM STAY

! ! ! !

! O;";"1 ?2K#$1%21!7+*%)&10!1?M'BLX!+(1$%+G3!%2112'%1F!%2?%!B?F)10!+%0!7&'G1 !
Hn+>241;) J-K

! ! MKIE+B1!_<H!&1?0'$!G'&!3)&!?$0/1&!%'f HI6#_<!0O;";"1J?K,; J-K

! ! ! !

! O;";-1 A7T?2&%!G&™>1&">ID130X!I&1*>>1$(!_<H!/?3!1+$1/2+*21%2117&'G100+'$?F!+>?41 !
'GI2'%1FI&">0*?$IM1I+>7&'B1( J-K

! ! ! !

! !

%0



O;-!' 9%)(3!%21!11%&?*%!'G!%21!*'&1!()%+10!'G!?1*?&!&1$%?F!?41$%!M1F/1?$(1?$0/1&!1% !

T)10%+'$0!%2@%F '/}
! ! !
! CORE DUTIES - CAR RENTAL AGENT
(>) CORE DUTY A D (@ CORE DUTY B )
Receive telephone calls Attend to calls and
and handle customer support customers
issues or direct efficiently.
messages to
appropriate staff.
C ) @

o CORE DUTY C ) (o CORE DUTY D )
Communicate with Capture the correct
customers waiting in line information, provide the
to assure them that they rates and terms of the
will be assisted as soon agreement and give the
as possible. required authorisation.

Q ) @ )

>) CORE DUTY E ) (@ CORE DUTY F )
Verify the accuracy of Keep the workspace
the information on the clean and free of clutter.
rental agreement.

Provide information on
the various product
offerings available.
G / G J
[Adapted from www.indeed.co.za)

L O 2KIS?>1196211(%)> 189612+ 21+ $(+*296101%211* &11()%+10!'GI?171&0'S!



! O;-:-

| |
| |
I 1
! !
Answers

o' Oyl

I I
I I
| O;";-l
! !
O;-! O;-"!
I I
! O;-;-!

A client has instituted (started) legal proceedings against a car rental
agent because the agent did not explain the terms and conditions of !
the rental agreement. A disciplinary hearing within the company is to |
be conducted to determine whether the rental agent is guilty or not. '

2KIAT28%!GE& >1%211(*)>1$%!$?7>1(1+$IF HIG# <1Q;-:"J?KX10)4410%! !
I <HI'%621&1(*)>1$%1%27%!/+FFIM11&1G1&&1(1%'1()&+$41%62 11 (+0*H 7TF+$2& |
1121728+$4; J-K
| |

MIO%+101+$!%21111%&7*%!%27%!/+FFIM1!1&1G1&&1(1%" () &+$4!%211+$%01&! !

nm:4;1g;! J5K
| [16]
!
?K1L'%1FIAIG QU e J-K
f 6XQVHW +RWHO
MK!621!&">012?7B1!>'(1&$!J1F1*%&'$+*ID131*?&(1?*%+B?%1(IF*DAK!?$(! J-K

621!1F1*%&'$+*ID13*?&(1+0IM&?$(1(1/+%2!%2112'%1F!$?>117$(10F 479
¥ 7KH KRWHO ZLVKHV WKHLU JXHVWV D ZDUF

f 6SRWOHVV KRXVHNHHSLQJ
¥ ([WUDV IRU WKH JXHVW HJ D ZHOFRPH O HWWI
¥ SHVSRQVLEOH DQG VXVWDLQDEOH WRXULVP SU

PKINW'$%&?*%!'GI1>7F 3>1ERa I J-K

f ,W ZDV VLIQHG E\ WKH HPSOR\HH IDIWVIDIARIDAILC
¥ WLV SDUW RI KI!IV MRE GHVFULSWLRQ
J?KIW'(11'G$()*%0; 1 9 QNI J-K



¥ 9HULI\ WKH DFFXUDF\ RI WKH LQIRUPDWLRQ RQ

¥ B3URYLGH LQIRUPDWLRQ RQ WKH YDULRXV SURC
! !

Question 7

R172(1921!11%&?*%IM1F/17$(1?$0/1&1%211T)10%+$0!%2?%!G'FF'/
! !

DISILLUSIONED!!!"

Megan has been employed at a restaurant as a waitron for the past six months.
A contract of employment was signed after she accepted the position at the
restaurant.

Although there are vacancies available at the restaurant, her employer refuses
to hire new staff. As a result, she has to work double shifts and her
responsibilities have increased. She has been working double shifts almost
every day with no overtime pay. She is not allowed to sit during shifts. Her
employer is often rude to her and other co-workers. There is no staff transport
available when they finish working late at night.

In fear of losing her job she continues working without complaining.

*Disillusioned: A feeling of disappointment

! !

Q" HITF?2+$19%211%1&>1%$%&2*%!'G!1>7F'381$%:

! !

Fl o #(1$%+G31_<HY?314+$1/2+*21C142$1+0IM1+$411I7F+%1(12%!121&! 7TF2*1!'G!

1>7F'3>1$%!+$19%211119%8&2*0%61?M'B1;

! !

Q!  A(B+01!C142$12$(14+B116i_!/23012/121&14&+1B2$*101+$1%6211/'&D7F2*11*?$!
M11?((&1001(;

! !

Q3 ~+0%)00!6i_l/2301+$1/2+%2196211%)&&1$%!/' &D+$A*$(+06+'$0I2$1+>7 2+0%!'$]
C147$€0!/'&D!1%24*;

! !

J5K

[16]!

l# n



Answers !
Q! Q;" AIB1&M7?F!'&!/&+%%1$!?4&11>1$%!")%F+$+$4!%21!1%1&>01?$(1*'$(+%+'$0!'G! J-K

r

! -l '&D+$41(" 102+G%0!/+%2!$'!" Qo+> 11BN J-K1
! Q;-!  1'&D+$4!(")MF1!102+G%0!/+%2!$''B1&%+>1 BRI J-K!

A<T77'&%)$+%+10!?B?+F?MF11%'*2?$$1F!14&+1B?$*10;
! ! ! !

! Q;,! R?+01!121&!4&+1B?$*1!%'121&!1>7F'31&!0%?%+$41%21!*)&&1$%!)$?**17%?M J5K

A"+0%)001%211>?%%1&!/+%21%211)$+'$1021!1+0!?GG+F+?%1(1J?00*+7%1(K!%
Xi'&DI1%' /?&(0!&10'FB+$4!1%2114&+1B?$*11?7>+*?MF31J7'F+%1F3KIM1%/11$!Y
1>7F'31&!/+%2!1>7270+019%'1*'>7F+?$*11+$1%1&>0!'G1%21!11>7F'3>1$%!*' $%&
IXW'>>1$*11/+%21%211&10%7?)&?$%e0!+$%1&$?F14&+1B?$*117&*1()&10!1+G!"
7TF?*1!

! ! ! !

! Q8  c?*DI'GF$*1$%&?%+'$=G"*)0!'$!%21!1%70D0!'$!22$(1/21$!?%!/ &DIHIIHHIN J5K
<'%!D11$!+$!(+07F?3+$4121&!M10%!1GG'&%0!/21$!71&G'&>+$4121&!() %9 1D
Aa&)0%&?%+'$!07+FF+$4!'B1&!'$%'1*)0%"™>1&0!%27%!021!+0!?%%1$(+$4!%';!
A1>'%+B?%+'$1*?$!IF1?(1%'1%?0D0!IF1G%!+$*>7TF1%1"'&!$'%! ?%%1>7 %511 ?F

AC'3?F%31%'1%21!1*'>72$31*2$IM11*'>7&'>+01 (!

! ! ! [12]
! ! !
Question 8 !

L'l R1G1&1%'1%21111%8&72*%!G&">1%21!/1M0+%1!'G!9") %PHG & PFIEP&DOIM1F/12$ |
2$0/1&1%21!T)10%+'$0!%2?%!G'FF'/

ll n



SOUTH AFRICAN NATIONAL PARKS (SANParks)

A

Ay

@5

Book Your Trip

B
C
South African About Us

NATIONAL PARKS

D

V7

Conservation

—
o .
- -
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Socio-Economic
Development

[Adapted from www.sanparks.org)

W2"011?7$1+%1>1G&">1%21!11%&?*%!%27%!>?7%*210!?!(10*&+7%+'$M1F/;i&+%1V'SF |
T)10%+'$!$)>M1&!IJL;" " ;" 5KI?$(1%21F1%% HKIAS! %2 1!A<QIHR\ __ @X!G'&!
11?>7F1L;"H; !

L;"" 1 6211IF'4'1'G19)%2I AG&+*2$1<?2%+$2FIY 2&DON I J'K
L;"- 1 <HI?+>I'G19)%2IAG&+*?$!<?%+'$?2F! Y P&DO J'K
L, 1 #3G'&>2%+'$I'$19") %2 AG&+*?$!<?%+'$?F 1Y 2&D0 J'K
Li"51 AB?+F2M+F+0631'GI2*>>'(206+'$12019YG2H*2$1< 2%+ $2F I YR&DO IH



L;-1 9%)(319%21!172'%'4&?72IM1F'/1?$(1?$0/1&!%21!T)10%+'$0!%62?%!G'FF/ !

Sawubona. My name
is Nkosi Xaba. | am about
to board this helicopter to
do a routine patrol of the
wildlife in the Kruger
National Park.

[Adapted from www.san rks.o

! ! ! !

! L;-" 1 9%7?%1!6i_!?071*%0!'G!<D'0+!b?MRA&L00!*'(119%27%!02'/1%21!7&'G100+'$?F! |
+>2411'Gl9")%2!AG&+*?$!<?%+'$?FY?&DO0OIJ9A<YR&DOK; J-K

! ! ! !

! L;-;- ! R1G1&!%'I<D'0+e0!/'&(0!+$!%21!0711*2IM)MMF1;!"+0*)00!_<H!/?3!+$!/2+*2! |
&")%+$117?%&'F0!02'/1%2?%!9A<Y?&D0!270!?$!1$B+&'$>1$%?F!7'F+*A+$!17F J-K

(8)
Answers: !
L"t L™\ 91=19)%2IAG&+*?$!<?%+'$2FIY 2& DO TN J'K
! L;"- 1 A 9=IW'$01&B?%+SHITTHTI T J'K
! L;";, 1 WO=IAM") %) O I T e J'K
! L;"51 A 9I=\"D!3")&!%&+7 Iy J'K
I I I !

L;-1 L™ 1 i1?2&+$41%211)$+G'&'G19) %2 AG&+*?$1<?%+'$?F Y 2&DO; - J-K!
\?(4101J17?)F1%% 10K G!%21!19AI<?%+'$?F!Y ?2&D0
X #(1$%+G3!1%21!'&4?2$+02$H P 7F?3!7&'G100+'$?F+0>I'G!%22H+U?%HS;
X . 1+0!$17%F3!(&1001(;!

I%Il



L;-- 1 6211&)%+$1!7?%& F!02'/01%21!>'$+%'&+$4!'Gl/+F(F+G11/+%2+$!%21!7?&D!+$ J-K

$ 7KH URXWLQH SDWURO ZKLFK PRQLWRUV %®DFI
72&%!'G1%2111$B+&'$>1$%?FI7' F+*3;
! ! [8]

Question 9 [

P;"!

P;-1

R1?(1%21!11%&?*%!M1F/1?$(1?$0/1&!%21!T)10%+'$0;! !

APPEARANCE IN THE WORKPLACE

Bob went through the process of interviewing potential
employees who would work directly with customers for his
hotel. He interviewed Jane, a young female applicant who
was well qualified for the job. Because she had a revealing
tattoo on her arm and several facial piercings, Bob was
hesitant to hire her. He wanted to hire a person who would
project a professional work image and ensure customer
confidence. [www.themakeupgallery.org.uk]

After many interviews, he eventually decided to hire Jane on the condition that she
removed her facial jewellery and covered the tattoo on her arm while at work. Jane
worked at the front desk of the hotel, which required her to consistently interact with
clients. After the three-month probation (trial) period, it was determined that Jane had
not met the conditions of her agreement despite verbal and written warnings. She got
more tattoos and piercings that covered her face and other visible parts of her body.

Bob was forced to terminate (end) Jane's employment because she failed to comply
with the agreement to remove facial jewellery and cover visible tattoos while at work.
Jane responded by filing an employment discrimination grievance against her
employer for violating her freedom of expression.

[Adapted from www.natlawreview.com]
| | |

E+B1!%21!%1&>!)01(1%'(10*&+M1!11>7F'3110!+$!?!M)0+$100!/2'/'&D!(+&1*%F3!/+%2! !
*)0%'>1&0; J"K!
! ! !
<?>11%21(*)>1$%!%27%!4'B1&$0!(&100!*'(1X!7230+*?F!1?771?&?$*11?$(14&">+$41+$!" |
2'%1F,; J"Kl
I ! |

f)'%11G&'>1%2119%11%!%'1 78 B11%22%!9%2112'%1F1+$19%6211119%&2*%!2?201 21 7' F+*31'$1% |
27712&72$*1'GI1>7F'3110! JK!
! ! !
HIZF2+$1/23121%>77$3127201%'12?7B 11962117 F+*3X1&1G1&& 1 (1% 1+$IF HO6# <IP:, XI+$ITF J-K!
! ! !

E+B1! <H!&1?0'$!/23!0'>11%")&+0%0*)F(IM1I'GG1$(1(!M3!d?$1e0!?7717&?$*1; J-K!



P;0 d?$1e0!*?01!+0!4'+$41%'1*")&%:;!j')1?&11%2117%%' A6 PAB1&K!&17&101$%+$41%2111>7F |

J2'%1FK; !
d)0%+G3la#gH!7'+$%0!%2?%!3")//+FF!)01!%" TB2BREH+0>+00+$41IG+&+$4K!1%21! !
1>7F'311;! J'ZK
! ! ! [18]
Answers: !
P;"l  a&'$%F+$1!=I1G&'$%0F+3aN0edagGn e iy UK
t )DFH WR IDFH i m
Note: Do not accept examples of frontline staffl
! ! ! !
P;-1 W'(LI'G'W'$()*%! 9nll J'K!
! ! ! !
P;,!  €;;M1*?)01!1021!G?+F1(1%"*'>7F3!/+%2!%21!?4&11>1%$%!%'&1>'Bje Getei Y $(! J-K!
*B1&!B+0+MF11%7?%%"0!/2+F1!2%9" &M ey
't £ -DQH KDG QRW PHW W KHIA KNGO Wil BIEZWI?R! PSK/E+369D1
ZDUQLQJV 1 !
Note:\No marks are awarded unless the answer is a quotation from the extract!
! ! ! !
! ! ! !
P;5  621!7'F+*3!14)+(10!'1>7F'31&0!?$(11>7F'3110!"$1/2?%!%211*'>7?2$31*'$0+(1&0! J-K

¥ 7TKH SROLF\ FDQ EH XVHG WRABHINXO DIWIH!HIPISIORNHIH!
tf 7 KH SROLF\ FDQ EH XVHG WR VXSSRUW DOOHJDWLR
1621!7'F+*3l/+FFI?00+0%!1>7F'3110!+$!)$(1&0%7?$(+$4!1%21!17&'G100+'$?F!+>?411%2

T 7R HQVXUH FXVWRPHU FRQILGHIQEMIIImm

t 7R VHW EDVLF VWDQGDUGV IRU VWDII DSSHDUDQFH

f 7R PDLQWDLQ WKHLU!SURIHVVLRQDO LPDJH

! ! !
!



P:O

Al*)0%'>1&!1>?319%?D1'GG1$M1*?)0119%21!1>7F'311!+0!$'%!*'$()*%6+$4121 &01FG!+$!?! J-K

$ 7TRXULVWV FDQ EH UHSXOVHG SXW RIl E\ KHU DSS#t
$+ ,W PD\ FRQWUDGLFW VRPH WRXULVWYV YDOXHV ISUI
$ 6RPH WR X ULV WYRIXIDOGI06R RG22 F(&1$19%'12IM?(1LI2>7F L1
+ 6BRPH WRXULVWVY SHUFHSWLRQV RU VWHUHRW\SLQJ
1110621 1+22&7*%1&! GIAZTE'31112$(1%21!M)0+$100!+%01FGIM1*>10!T) 10%+$?MF1; !
$+ WLV LQ GLUHFW FRQWUDVW ZLWK WKH SURIHVVLR
! !
A01?21>2$741&!'G1%2112'%1FXI\'M!2?201%2118107'$0+M+F+%3!'G!1$0)&+$4!?(21&1$*1!
#>72$317'F+*3;1 9 9IIII! TTLTTIATTTISRITIIy

¥t 6KH ILOHG DQ HPSOR\PHQW GLVFULPLQDWLRQ JULH

+t 6KH FDQ LQIOXHQFH RWKHU HPSOR\HHV QHJDWLYHC

J"ZK

[18] !



4. Study and Examination tips (Subject Specific) !

19%'1781728&1=0%)(3!G'&!%2116')&+0>111?7>+$?%+'$;!

!

HSI781728+$41G'&13)&IG+$?FI112>+$2%+$1/' &DI%28&)421201>2$31720%! 112>+$2%+$1 77"

3)1*2$;IR1>1>M1&X!3")&10)**1001+$196211G+$?FILI2>+FFI(L71$(I'$12'/15)*212((+%+$?F!

%+>113")17)%1+$%'1 7817284 $4;!

!

"1 ?B1I2FF13)&10%7?%+$1&31&1?(3IM1G'&1!3")IMI{3 $30a 7 1$*+FOX! 71$0X 1 2+42F+429
7271&X1194%;!

-1 \117'0+%+B1;19%)(31%+>11>)0%!M1*>11?212?2NB AT 1&1>+$(+$413)&01FG!/23!3')17&.1!
0%)(3+$4t!

;1 O1FE+0*+7F+$11+0!D13;1\110%8&+*%!/+%2!3')&01F G;!

5:1 A&?/1)71210%)(31%+>1%?MF1; #$*F)(112(1T)?%110F117!2$(INB& 300; 1) &+$4!M&17D!
%+>101%7?D1!?!/?2FD!"\%0%(1;!

=1 A+B4(113)&IF12&$+$4101%06+'$014+$%'1>2$241?MF11728%0;1683+$4196' I F178$19%"1>)*2
0o+>11/+FFI'SF3I&10)F%I+$121%+&1(X)$G*)0L(X12$(12$1+)0IM&?+S;

0! @117!3)&!0%)(3!0100+'$0!02'&%!M)%!1GG1*%ER1?BHB)&01FG!/+%2102'&%X!
*$09%&)*%+B1IM&1?DO;

Q! 617*213)&I*$*17%01%'12$3'$11/2'1+0V+FF+$4%' I F+0%1$; 1#%6!>+42%IG 1 1F10%&?$41!"
+061+01/'&%21812(+$413") &I&1B+0+'$!$'%10!' %I 2F') (;

L;! i21$!3)1>?D1!$'%101&1>1>M1&!3)&IM&?+$IF12&$0V/ LFF!/+%21580!1/21$13")!
\S(L&F+$XP+42F+ 111D131/'&(0}!

Pl [)*2$12F0)01ICSL>'$++0!  #/'&(0X!'&102'&%!01$%1$*101%'121F7!13)1&1>1>M1&!1%62;
*$961$94;!

"Z: NLIFSG+(1$%!/+%621%621IF178$+$412&12013") DS/ LFFI2$(12FF*2%11>'&11%+>11%'1G'*
3)&IM&?+$!1$1&43!'$621101*%+$01%622%!3")IG+$(1>' &1 (+GG+*)F%!D6'1%?D11+$;

" IR171%+%+'$1+0196211D13196'1&1%?+$+$41+$G'&>2%+'$13")1>)0%! F 12854 @ RLQA VB4,
)71

" I9F117+$412%!F1?20%!L12)&0!1B1&31$+42%X11 2%+ VPSS! (&+$D+$4! 7TF1$%3!'G!
12%1&12&11?FFI+>7'&YRAEA018") 1$11(1%'1(1G'&!3)&IM&?+$;19%) (3+$4!G'&!11?>01+0!?!
0%&1$))01111&*+01X!0'13")1>)0%!M1!7230+*?FF317&17P&1(;

IO n



", 11011%21*'8&&1*%6!%1&>+$'F'43!2$(10)MN1*%!F?$4)?411?0!3")12&1!7& 1728 +$4X!+$1%2
3)12&11G?>+F+2&1%'1%21>IM31%211%+>113")10+% {uSIEI&2>111:4:1¥' & & 1*%!$?>10!G'&!
+*$0K

"5; IW'>7+F11?14F'00?&31+%$!3")&!$'%1M"D!G'&!?FF!%21!01*%+'$0!"G!%21!/'&D!%'M1!0%)

" IY&?*%+01!/&+%+$4172&24&272!%371!T)10%+'$0!)0+$4!1*>7F1%1!101$%1$*101/21$!/'&
%2&')421720%!117>+$?%+'$17271&0;!

"0;IH$4?741!/+%2!&10")&*10!F+D1!%21"'$10")01(!+$!%21!11?>+$?%+'$!7?271&0!/2+F1!3")!?&
0%)(3+$4;!a'&!1112>7F1810%)(3!%21!7+*%)&1!?$(1?0D!3")&016BA$0!F+D18!/27%!+0!%
%'7+*'G1%2117+*%)&1h1JF"D1?%!%211212(+$4K;1i2?2%!+01%211&10)&*11% 1 FF+$41>1t
02'/1?17'0+%+B1'&!$14?%+B1!+>7?*%h!

"Q;H%!+0!+>7'8%?$%!%22%!3")17&2*%+0112'/1%'178101$%!3") &!12$0/1&0!+$! ?!F'4+*?F1/?3
*F17&1&170'$+$627%!+01/21$!3")1/&+%1!('/$!2'/13")&1%2)42%0!F1(13)1%'1?$!?$0/1&;! !

"L; 1'/1 %' 0%)(3! (1G+$+%+'$08! \&1?D! %21! /'&(=0!)7! +$%'! )$(1&0%?$(?MF1! 7?&%0! 1
IM1%/11$K! $?2%+'$?F! J$?2%+'$0=! *')$%&+10K! %2)0! +$%1&$?%+'$?F! >1?2$0! M19
*)$%&+10;

The Grade 12 Tourism question paper

a'&>2%!"Gl%211/&+%%1$!%21'&31117>17771&
% 62116)&+0>1117>+$29%+'$17271&!1*$0+0%0!'GI2)&I7?71&!'G!-ZZ!>2&DO
A 621&112&11G+B1101*%+'$0X!2$(1?FF1%211T)10%+'$0!1?&1!W_CY'c9 R

X 6211G'&>?%!"G!%21111?7>1+0102'/$!'$1%21!1%?MF1IM1F'/;"01!%21!%?MF1!?0!?!4)+(119%"?F

3)&!1%+>112**&(+$41%'112*2101*%+'$;!

SECTION | QUESTION TOPIC MARKS | MINUTES
A " 92'&%)10%+ $01J*B1&+$WABL 7+*0K 57! Z!
5 N C?7&DI?$( 16)&IYF?7$$+$4 ) .
! a'&1+43HI*27$41 | L L
! 51 6)&+0> IA%%&?*%4+$0 ! I
C ] W)F%)&28( 1. 1&+%?46)&+0> Z| Z |
a C?&D1%4$4
5 Q 6')&+0>191*%6'&0 21 21
L! 9)0%7?+$?MRPS$( IR107'$0+MPAB')&+0> : ’
! o ~>10%+XIR14+'$2F12$(! ! !
E ' #$%18$?%BYRF0> | Z! Z!
"z W'>>)$+2%+$128( IW)0%'>1&IW?8&1
200 180




What to expect in the Tourism examination
R1?(1%2+0!01*%+'$!+$!*'$N)$*%+'$!/+%2!%211HI?>+$?%+'$!E)+(1F+$10!G'&!6') &+0>;!
!

Section A

6HFWLRQ $ PXVW QRW EH PLVWDNHQ DV WKH pHDV\Y S PAMOI
+$IE&?(1!"-IWAY9!>?3IM1!1?7001001 (1+$!%2+0!01*%d+'$;!
6371!'G!T)10%+'$0!3")!*?$!1171*%!+$!%2+0!01*%0+'$8

Type of Question Tips how to answer this question

C)F%+7F11*2'+*1IT)10%+$0 R1?(1962&")4212FF1%21!(+0%&?*%'&0

| W2$+1FI%1%211'$1019%2729%!28& 11% % ?FF31/&'$4

' R12(1%211'0621&!(+0%& ?*%'&01?47+$

'"HFLGH ZKLFK RQH LV FRUUHFW GRQTW J
R1?2(1?FF1*2'+*10IM1G'&1!01F 1*06+$41?$17$0/1&

68&31%'178&1(+*% 19628 1*%612$0/1&!IM1G'&1!3")IF"DI?%!96211*2'+*10!
'GG1&1(
C?%+*219%62111203!'$10!G+&0%!)0+$419621178*100V'GILF4>+$2%-+'¢
C"DIG'&I*F)101%'121F7!>?9%*219211*'F)>$0!
@$/1%21%)&+0>1%18&>+$'F'431=1?MM&1B+?%+$012$(17*& ' $350!/
R172(1%621!1$%+&11T)10%+'$1%21$1 250/ 1&!+%!+$13)&! 3 +$(1G+&00
HF+>+$29%1196211/&'$417$0/1&0
R172(1%6211T)10%+'$!242+$1)0+$413)&I01F1*%61(12$0/1&
A$0/1&1%211T)10%+$0!3)ID$/1G+&0%

C?%*2+$41+%1>0
!

M XK I X X X

W2"011%211*'&&1*%!/'&(!
G&'>1%21!'7%+'$0!4+B1$!+$!
M&?*D1%0!'&!G&">1%211F+09
!

MM XK X XK X X

Section B
6371!'GIT)10%+'$0!3")*?$!11171*%8!
X H?*2!T)10%+'$/+FFI*'B1&!?1$1/19%'7#*;]
X HUPSI+$HF)(1102'&%!2$0/1&0!' &!F'$412$0/1&0!2$(1+$*F) (1172& 248982 1! T) 10%+'$0;!
% 9)&*1 [M?01(IT)10%+$0!F+D1!%?MF10X!7+*%)&10X!>?70XIGF'/I(+?4&?>0X1*?20110%)(+10;
2$(1*?8&%"$0;!!
X #%!/+FF'IB?&3IM1%/11$!&1>1>M1&+$4X!)$(1&0%?$(+$4!?$]| TRBABAET)10%+'$D;!
!
How to answer these questions:
"1 R1?2(1%28&')421%21!7?718&1G)FF3!()&+$41%211?2FF*2%1(1"Z1>+$)%10!&12(+$41%+>1;1j")
$'%!12FF/1(1%'1)011?171$=71$*+F=2+42F+42%1&!()&+$419H2+01%+>1
-1 R1?(1%21!T)10%+'$0!?%!F1?70%!%/+ABARF+$11%211+>7'&%2$%!/' &(0'+$!%21!T) 1 062+'S!
21F70!3")19%'1G"*)0r'$!/2?2%!+0!&1?ABA T)+&1(1?7$(1%'IM1%%1&!) $(1&0%?$(1%21!T)10%+'$
\&1?7D")7!%21!T)10%+'80;
;1 R1?2(1*2&1G)FF3X!1%21&!82(1%211T)10%+'$1242+$X1%'*21*D1+G!3"))$(1&0%?2$(;!c1?2&$18&
>?&D0!M1*?)01!%213!>+0&1?('11?>1T)10%+'$0;




5;1 H$A?2411/+%621%211810)&*101+$19%6211727 L& X TBBITS0! FJD22%!+0!+%!2M') %! IF"D12%1%
212(+$AKXI/22%1+01+961%61 FF+$41>1h16'1/2+*2106'7+41(*101+96!& 1F 2% 1h!
=1 )10%+$01&1T)+&+$4102'€%!2$0/1&08
% E+BLI'$11/&('$F31+GI3)12&1170D1(1%'('10’; !
A NI$%!/&+%1IG)FFI01$%1$*10)$F100!3)12&1120D1(1%'I(110"
Of )10%+'$01&1T)+&+$4IF'$41&12$0/1K.08
X C"DI2%1%211>2&DI2FF*2%+'$12013)&14)4(1
A $(1&0%2$(1%6211+$0%8&)*%+'$0XIG'&ILI?>TF1XI('13)122B11%' LI 7F2+$!'&*$728&1
A HA2F+42%=1)$(1&F+$1196211>'0%!+>7'&%2$%!/'&(17013)&14)+(1
X YF?$!3)&!17$0/1&:!
% C?D1I?IG1/1$'%10!%3'&>2%!3)&!&107'$01
% 0)?FF3X!3)&!?$0/1&102")F(IM11+$!G)FFI01$%18*10
71 °0119%62119%+>1129%19%2111$(1'G1%2117271&1%'1&1GF1+%!'$!3)&!?7$0/1&0

Action verbs to help you answer questions
!

#%01+0!1+>7'&%7$%!%'IF"'D!G'&!%21!?*%+'$!B1&MOBA2HI&ITF!3")1/27%!%' (K!%'*'&&1*%F 3!
)$(1&0%?$(1/2?2%!%21111?>+$1&!+0!?0D+$4;!"011%21!?*%+'$IB1&MO!+$!%21!G'FF'/+$4!%?MF1!
121$1?%%1>7%+$4!T)10%+'$0;

ACTION VERB WHAT IS REQUIRED OF YOU

Analyse AB+(11+$%'17?&%0!"' &1 1F1>1$%0!?$(1LI7F?+$1%211&1F?%+'$02+7

Arrange/Order _&(1&!™*'$*17%0X!0%7?%1>1$%0!"&!(10*&+7%+'$0! 2** & (+$4!%'1 ?!
7?8&%+*) PR % 1&+'$!

Calculate ATTF31>?%21>?%+*?F1*?F*)F?%+'$0!1%'1&1?*2!?$!2$0/1&!
!

Classify NB+(11+$%'14&")70!'&1%3710'0'1%27%!%2+$40!%27?%!?&110+>+F7
0?7>114&)7 !

Comment i&+%1141$1&?FF31?M")%!?$!+00)11)$(1&!(+0*)Q0+'$

Compare AA2F+42%0+>+F?&+%HOBSR1$+10

6211F1?2&$1&102)F(1$'%!(+0%)00!'&!(10*&+M1I'$1!>2%%1&!G+&0%!
%21$14'1%'19%211$11%

Define E+B11?I*F1?&!>1?7$+54



Describe

Discuss

Evaluate

Explain

Give
Identify
Interpret

Label
List

Mention
Name
Plan
Predict
State
Suggest

Summarise

i&+0611('/$196211¥228 2% %1 &+0%-+*01'GI0">1962+$41+$121F 4-+*2F 2$(
096&)*%)&1(1/23

#$BL10%+42%1127$(10%2%11*8&+%+*?FF31962112071*%0!' G1%6211>7¢
0%7?%1>1$%!
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5. Glossary

KEY CONCEPTS! DEFINITIONS!

Abseiling
Accommodation
Accommodation
establishment
Accountability
Affordability
Allowance
Annual
Attentive
Attractions

Backpacker

Backpacker hostel

Branding

Budget

Bungee jumping

Cabin crew

Capability

Career
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Characteristics

Collaborative

Communication

Concierge

Conduct

Cooperative
Core duties
Courtesy
Delegate
Destination

Discrimination

Efficiency

Entrepreneur

Epaulettes

Essential

Ethical challenges

Etiquette

Excellent service

Executive chef

Expectations

Expertise

Facilities
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Fringe benefits

Front desk
Front desk staff
Front line staff
Goals
Grooming
Hiking

Home page

Housekeeping

Hygiene
Image

Influence

Initial step
Intangible
Job
Leave

Logo

Marketing promises
Multitask

Nationality

Needs
Netiquette
Next of kin
Occupation
Offensive
Opportunity
Overtime

Pamphlets

Porter
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Preferences

Professional image

Prospective

Publicity

Remuneration

Repeat visits

Safety drills

Service excellence

Services

Slogan
6KLSYTV SXUVH

Shuttle

Soft skills

Sustained growth

Tangible
Target
market
Termination

Tolerated

Tourist profile
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Travel agents

Vandalism
Website

Word of Mouth
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