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PART A: COURSE-SPECIFIC INFORMATION 
 
1 STAFF CONTACT DETAILS 
 
Lecturer in Charge: Theresa Teo 
Office: Quadrangle Building, Room 3044 
Consultation hours: Wed 12pm-1pm or by appointment 
Telephone: 0421 379 043 
email: t.teo@unsw.edu.au 
 

Please contact Theresa via email or phone if the consultation hours are not suitable for you.  If I 
am unable to answer the phone, please send an email.  

 
 
2 COURSE DETAILS 

2.1 Teaching Times and Locations 
 
There are five

 

 face-to-face class meetings in this course, starting in Week 1, Wednesday 9-
12pm, in Old Main Building 144. Please refer to the course schedule for details.   

2.2 Units of Credit 
 
The course is worth 6 units of credit. There is no parallel teaching in this course.  
 

2.3 Summary of Course  
 
The Services Industry Report provides the opportunity to apply the knowledge acquired in your 
degree so far to your personal workplace experience gained during your work placement.  This 
is achieved by critically reflecting on your experiences and theoretical concepts learnt in order 
to compile a comprehensive report. As such, this course will assist you in understanding the 
relationship between services marketing concepts and key issues experienced in your work 
placement. 

 

2.4 Course Aims and Relationship to Other Courses 
 

This core course aim is to foster a deeper understanding and critical evaluation of key tourism 
and services marketing concepts as it relates to your work experience, by assisting students 
with the compilation of their service industry report.   The course aims to  

1. help students apply important services marketing concepts to their personal work 
experience,  

2. improve their information literacy, and  

3. assist the development of critical thinking and innovative solutions in reflection of their 
work experience. 

 



 

[SERV2003 – Services Industry Report]   2 

Services possess a set of unique characteristics that require a distinct marketing strategy and 
poses particular challenges for staff.  In order to allow you to apply the concepts of services 
marketing covered in MARK 2055 Services Marketing & Management to your personal 
experiences in the workplace, the course requires you to work a minimum of 250 hours in a 
frontline service role in tourism, hospitality, marketing, or customer service. 

 

2.5 Student Learning Outcomes  
At the completion of this course, students should be able to: 

1. Demonstrate an understanding of the unique challenges of working in a service firm; 

2. Demonstrate their ability, through journal entries, to record and analyse your own and the 
organisation’s performance in respect of service quality; 

3. Demonstrate an ability to identify and analyse an organisation in respect of service quality 
and recommend innovative, practical, feasible solutions for improved service delivery; 

4. Explain and critically evaluate how services marketing concepts can be applied in practice 
to improve the quality of services and the customer experience; and 

5. Develop the ability to effectively communicate a critical, theory-based analysis of practical 
work experience in a written report. 

 
ASB Graduate Attributes 
 
250hours-work experience in a service firm, and the reflective assessment of these experiences 
in a comprehensive report, both aim to help students to develop a range of Australian School of 
Business (ASB) Graduate Attributes. These ASB Graduate Attributes are the qualities, skills 
and understanding we want you to have by the completion of your degree: 
 

• Critical thinking and problem solving: 
Develop innovative solutions and make recommendations based on thorough analysis 

• Communication: 
Demonstrate high level skills in literacy and the ability to communicate accurately and 
confidently 

• Teamwork and leadership: 
Demonstrate the ability to work cooperatively and productively in groups and teams 

• Social, ethical and global perspectives: 
Develop global perspectives to disciplinary knowledge and its application 

• In-depth engagement with relevant disciplinary knowledge: 
Effectively apply theoretical and technical knowledge to relevant contexts 

• Professional skills: 
Demonstrate skills in effective task and time management 
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To see how the ASB Graduate Attributes relate to the UNSW Graduate Attributes, refer to the 
ASB website (Learning and Teaching >Graduate Attributes  ).
 
 
3 LEARNING AND TEACHING ACTIVITIES 

3.1 Approach to Learning and Teaching in the Course 
 
In this course, you will need to apply the services marketing and tourism concepts you have 
learned in your program so far to your personal workplace experience. The learning experience 
offered by this course therefore fosters an integrated research-based learning approach by 
encouraging your critical reflection on industry practice. As such, this course aims to 
contextualise your learning experience by creating an inclusive teaching experience. This will be 
achieved through interactive teaching and learning strategies such as case studies, group 
presentations, classroom discussions, and business writing. The design of the interactive 
lectures/workshops aims to promote your contributions and critical reflections on your workplace 
and learning experiences, thus stimulating discussion and thought processes among fellow 
students. 
 
The assessment tasks of this course are designed to improve your literacy and analysis skills, 
encourage critical thinking and problem solving skills as well as reinforce theoretical knowledge.  
 
 

3.2 Learning Activities and Teaching Strategies 
 
This course involves five face-to-face classes, which aims to provide support for the compilation 
of your report. During lecture-style segments, services marketing issues will be revisited to 
illustrate their relevance for an analytical assessment of your work experience (Learning 
Outcome 1,2).  The majority of class time focuses on small group interactive exercises and 
individual consultation to assist with the task of researching and writing your report (Learning 
Outcomes 3,4,5). As the course emphasises interactive learning, students are encouraged to 
ask questions and express feedback at any time. 
 
 
4 ASSESSMENT 

4.1 Formal Requirements 
In order to pass this course, you must: 

• achieve a composite mark of at least 50; and 
• achieve at least 32.5 out of 65 marks for your Service Industry Report. 

  

Course 
Learning 
Outcomes 

ASB Graduate Attributes 

2,3,4,5 1. Critical thinking and problem solving 

2,4,5 2. Communication 

1 3. Teamwork and leadership 

4 4. Social, ethical and global perspectives 

3,4,5 5. In-depth engagement with relevant disciplinary knowledge 

2,5 6. Professional skills 

http://www.asb.unsw.edu.au/learningandteaching/aboutlearningandteaching/graduateattributes/Pages/default.aspx�


 

[SERV2003 – Services Industry Report]   4 

4.2 Assessment Details 
 

 
Assessment Task Weighting Learning 

Outcomes 
assessed 

ASB 
Graduate 
Attributes 
assessed  

Length 

 

Due Date 

 

250-hour work 
experience 

Prerequisite, 
not assessed 

  n/a Before 
S2, 2013 

1. Interim Milestone 
Assignment 

17% 1,4 2,3,4,5,6 1,000 words Week 3 

2. Research 
Participation 

3% 1,4 4,5 1 hour Week 10 

3. Reflective Report 10% 1 2 500 words Week 10 

4. Final Report 70% 1,2,3,4,5 1,2,4,5,6 5,000 - 
7,000 words 

Week 10 

 
 
4.2.1 Interim Milestone Assignment (17%) 
The purpose of this interim assignment is to ensure that students are on the right path, and to 
provide early feedback to ensure the best quality of the final report.  In the past, selection of 
suitable research topics, concise literature review, and critical analysis of your work experience 
has been a weakness of the Service Industry Reports.  The milestone assignment encourages 
you to think carefully, and early on, about important issues in your workplace, how they are 
linked to services marketing concepts, and the relevant literature. It addresses Learning 
Outcomes 1 and 4. 

Please work on the following: 
1. What are the issues (apparent problems and/or notable successes) you have noticed 

during your work experience? Can you identify recurring problems, weaknesses of 
processes, procedures, management, etc?  Have you noticed aspects in the service 
delivery process that are very successful?  

2. What are the underlying broad services marketing concepts relating to the issues 
identified?  Group the issues you have identified under (1) into comprehensive research 
topics. 

3. What are specific topics within your chosen research topics that are relevant to explain 
the issues?  Students often make the mistake of covering every aspect of a research 
topic, instead of focusing on those that are applicable and relevant to the issues they 
experienced in their workplace. 

4. List the references for each topic that you have researched so far.  If you are unsure or 
unfamiliar with academic literature research, please refer to the EDU and the University 
Library service offerings. 

Summarise your results using the template in the appendix

Note: The mini-presentation will not be assessed. 

.  The word limit is 1000 words, 
and the assignment is due in Week 3.  You also need to be prepared to briefly present your 
assignment to a small group of students (no PowerPoint slides!). 
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Assessment criteria  
 
Identification of key issues and link to relevant 
services marketing topics, in particular: 

- Interesting and important issues 
identified 

- Ability to group issues into research 
topics 

- Continuity between issues, research 
topics, and literature review topics 

 

10% 

Quality and quantity of literature research 5% 
Clarity of communication  
(template used, referencing, grammar, spelling) 

2% 

 

Tips on selecting research topics - Consider the experience of being a front-line 
employee!  

What expectations are there for you to provide a “good” customer experience? What is the 
customer experience? Is it always possible for you create a good experience for your 
customers?  Why or why not? What are the pressures and difficulties you experience and how 
do these affect the customer?   How would you improve the experience for employees and 
customers?  

In your literature review you will be expected to address a suitable selection of the following 
service concepts: 
 Customer experience management 
 Relationship marketing  
 Service quality 
 Managing internal service quality 
 Service failure and recovery  
 Complaining behaviour 
 Service blueprinting 
 Demand and capacity management 

Note: To assist you in preparing your report, these concepts are covered in the Services 
Marketing & Management course in S1, and will be briefly revisited in Week 1 and 2. 

If you are interested in other topics that you think might be suitable, please discuss with your 
lecturer. 

 
4.2.2 Research Participation/Journal Article Summary (3%) 
You will have the opportunity to participate in a real life marketing research being conducted by 
the School of Marketing. Those who choose to participate

Should you 

 will automatically receive 3 of the 
total course grade. Details of the research project will be made available separately. 

not wish to participate

 

 you can complete an alternative assessment task to make 
up the 3 of total marks. This will entail the following literature research task: Find a scholarly 
article on service pricing relevant to your work experience.  Provide a 2-page summary of the 
article, stating the intended audience, the key messages, how the article has been used/cited 
by others, and in how far the findings of the article could be used by your employer.  The 
literature research task is due with your industry report in Week 10 (2/10/2013, 5pm). 

4.2.3 Reflective Report (10%) 
250hours of work experience in a frontline service role are a prerequisite for this course. Some 
students will have completed a SERV internship, either as their required work experience for 
this course, or in addition to the 250hours of frontline service work. If you have undertaken a 
SERV internship, then the main focus of this refection will be on that experience, though you 
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may integrate insights from other work experience. If you have arranged your own employment 
and have not completed a SERV internship

Both internships and part-time work provide benefits for the university, the employer or 
internship provider, and more particularly the student. A requirement of the SERV Internship 
Program and the Service Industry Report that helps the student to fully appreciate their 
experience is the reflective report. This gives students the opportunity to think back on what 
they have learned, how their classroom knowledge relates to practice, how their understanding 
of the industry sector has increased, and better insights into how business operates. 
Developing skills in reflection is important for the development of life-long reflective practices 
(Schon 1983).  This report synthesises your overall ‘reflections’ gathered during your internship/ 
work experience, and the Interim report writing phase. This will help crystallise your thoughts 
while writing your final report.  

, then you should base your reflection on the work 
experience you discuss in your industry report. Otherwise you use the internship where 
possible. 

Your reflection on the overall value of your work experience (internship or employment) should 
address the following: 

a) What did you learn from your internship/ work experience? 
b) How did it/might it relate to your studies? 
c) How might it relate to future employment? 
d) Overall, what do you think you gained from this internship/work experience?  

 
What you need to submit: 
 

1) If your reflective report is based on a junior internship, you need to complete and sign 
the Assignment Cover Sheet (see Appendix). Otherwise please include the standard 
School of Marketing Assignment Cover Sheet. 

2) Your brief reflective report (max 500 words). Should more than one internship be 
undertaken then a separate cover sheet and report is required. 

3) Due date: 2/10/2013 (Week 10). Note: If you are completing an internship and the 
completion date is after this time, please submit this report as an interim report on the 
due date.  

 

Assessment criteria  
 
Depth of reflection evident  
(range of issues discussed, linkages of theory and 
practice) 

7% 

Clarity of communication  
(structure and layout, language use) 

3% 

 
4.2.4 Final Report (70%) 
 
The final report is the core deliverable of this course and addresses Learning Outcomes 1-5.  
Your report is due in Week 10 Session 2 (2/10/2013, no later than 5pm)

Your report is to be a professionally presented A4 bound or stapled report.  The minimum word 
limit is 5,000 (approximately 20 typed pages excluding contents pages, bibliographies and 
appendices) and the maximum is 7,000, excluding references, title page, and table of contents.  
Please use 11-point type and 1.5-line spacing for ease of marking, and double justify your text.  
You are encouraged to include photographs and corporate material (fully ascribed to source) 
from your workplace to add interest to the document. 

, in the School of 
Marketing Assignment Box on Level 3 of the Quadrangle Building. You also need to submit your 
report electronically in the Turnitin submission box set up on UNSW Blackboard.  Both hard and 
soft copy must be submitted before the due date.  Otherwise the later of the two submissions 
will count as the submission date, and late penalties will apply accordingly (see page 13). 
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Please note: If your report exceeds the maximum word limit (7000), one percent will be 
deducted from the final mark

 

 awarded for every one percent over the word limit. 

Please adhere to the following guidelines: 
 
1. Referencing  
In the past, paraphrasing and referencing has been a weakness of SERV2003 reports. Please 
ensure that your paraphrasing is correct and that references to academic literature are properly 
cited using Harvard style.  See academic articles for referencing style, and refer to the 
Plagiarism section of this course outline. 

2. Report Content 
It must be presented in the following format and order: 
 

• Cover   
The cover should be as attractive as possible, with the use of colour or graphics if you wish.  
Use this opportunity to 'sell' your work.  Don’t forget your name and course code. 
 
• Employment Certificate  
The Employment Certification form should be included as loose leaf inserts inside the front 
cover, and will be retained by the Unit.  
 
• Title Sheet  
A title sheet is required with your name, student ID and the name of the organisation(s) you 
worked for. 
 
• Employer's letter  
The employer's original letter of certification should be bound in after the title page, or if pay 
slips are to be used to certify your hours, a summary list of each week's hours and a total 
should be included here.  The original slips must be also included in a plastic sleeve at the 
rear of the report. Full contact details for your employer (i.e., telephone number(s), email and 
mailing address) are required. 
 
• Executive summary    
This must be no more than one page in length and should condense the description of your 
organisation, key observations and findings so that a reader can get a 'snapshot' of what 
your report contains.  It is the most critical, yet hardest page to write, and must be done last

 

.  
If it is long-winded or has typos, you will create a bad impression and lose marks.  Leave at 
least 1 day to do justice to this summary. 

• Table of Contents  
All pages in the report must be numbered. 
 
• Journal Record  
These are forms recording your impressions of your own performance and those of your 
organisation.  These are to be written up weekly based on daily notes.  Please use the 
template attached in the appendix, also available as an electronic copy via UNSW 
Blackboard, to record your journal.  Journals must be typed
 

. 

• Description and Analysis  of Organisation  
It should summarise its location, market position, size, range of products and services, a list 
and analysis of principal competitors, major stakeholders (internal and external) and your 
critical assessment of its competitive success in its marketplace (at least 3 pages).  If you 
worked for 2 employers, you can compare and contrast them (at least 4 pages).   
 
 
• Description and Analysis of Department  
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This is needed when you work for a medium to large organisation with multiple departments. 
It details the relationship of your department to the organisation as a whole.   
 
It should be accompanied by a chart showing the people in your department or work group 
(or the whole organisation if it is a small business), plus their job titles.  The levels of 
authority should be represented with the boss at the top and the more junior players below 
according to their levels of authority.  The formal reporting lines should be shown, 
downwards from the boss, through middle managers or supervisors to the front line staff.  
Your own position should be highlighted (at least 2 pages).  If you worked for 2 employers 
you can compare and contrast them (at least 4 pages). 
 
Wherever possible, include financials such as sales, turnover, profit, number of 
guests/customers. Also explain ownership in detail.  
 
• Summary of Roles and Duties   
This should commence with a job description as it was given to you on arrival and how that 
compared with the tasks and responsibilities you actually performed.  It should track how 
your role evolved, and what additional tasks and responsibilities you were given, or took on 
(at least 2 pages).  
 
• Literature Review  
The literature review is the theoretical foundation for the Analysis, the next section. What you 
review will depend on the type of organisation you are working in. This is very important to 
understand
 

:  

Think carefully about the academic literature you access. If you work in the hotel industry, 
then hospitality and tourism journals are appropriate; the same if you work in restaurants or 
other hospitality businesses. If you work in a not-for-profit organisation, such as a charity or 
community body, you should consult the substantial not-for-profit literature. If you are in 
services, such as finance, IT or others, then perhaps the services literature is your first ‘port 
of call’. If you have questions about what area of literature is appropriate, consult the course 
coordinator. 
 
A literature review requires you to examine the academic literature (i.e., journals and books) 
on the chosen topic. It is expected that you will consult at least 12 articles

 

 in compiling your 
review. Academic journals and textbooks are preferred over magazine, newspaper articles or 
websites as they are more reliable sources.   

You should spend time early on doing keyword library data base searches to find articles 
that provide further understanding of your topic area. Quotes are permissible, but must be no 
longer than two sentences in length, and must be referenced (author year, page number).  
Under no circumstances must you quote without referencing, nor use more than 2 quotes 
per page.  By paraphrasing your readings in your own words you will remember and learn 
from what you have read. In your review you should then summarise the key concepts from 
your readings, explaining where they were drawn from by use of references in parentheses 
(author year).  See the guide to the presentation of assignments on the School of Marketing 
website (see course outline page).   
 
Use sub-headings
 

 to facilitate ease of reading. This should be at least 5 pages in length.   

• Analysis  
This is the most critical part of the whole assignment

 

. It is your analysis of the organisation in 
relation to your topic. The topic and the type of organisation determine your literature review, 
which is then used to build your analysis. 

In this section, you apply the theoretical and empirical insights generated in the literature 
review to the organisation in which you worked. You will be penalised for failing to integrate 
the Literature Review outcomes into your analysis of the organisation.  
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Use sub-headings to facilitate ease of reading. This section of the report should be at least 5 
pages in length. 
 
• Recommendations and Conclusion   
This should be 1-2 pages, discussing:  
a) the implications of your findings for your work experience firm; and 
b) the implications of your findings for service businesses in general  
 
This is NOT
 

 a summary/rehash of your report. This should be thoughtful and insightful.  

• Bibliography  
This lists all references mentioned in your assignment. Please do NOT include other 
literature/sources that you have not cited in your report. You can separately list other 
literature /sources not specifically cited in your work, if you wish.  

 
• Appendix  
This includes photos of your workplace, brochures and any other material that may add 
interest to the report.  Please DO NOT include appendices that you do not refer to in the 
main body of the report. 

 
 
3. Weighting of Marks (70% of course marks)  

 
Layout, Spelling, Grammar & Referencing 10% 
Executive Summary  5% 
Description of Organisation 10% 
Description of Department  5% 
Roles and Duties  5% 
Records 10% 
Literature Review & Bibliography 20% 
Analysis  25% 
Recommendations and Conclusion 10% 
Total 100% 
  

If your organisation is small, whereby ‘organisation’ and ‘department’ are one and the same, 
combine these two sections into one in the report. (Up to 15 % will be allocated in this case.) 
 
 
4.2.5 Required Work Experience 
 
As you know, the course requires you to work a minimum of 250 hours in tourism, hospitality, 
marketing or customer service.  Please follow the guidelines below to successfully manage your 
employment. 
 
4.2.5.1 Managing Your Employment 
 
Employment Your job needs to be a front line service position, e.g. in a hotel, 

club, restaurant or retail outlet.  For most of you finding work will 
be familiar and relatively easy.  UNSW does not assist because it 
is an ideal experience in marketing yourself, and you are 
eminently employable with your Kenvale qualification.  This is 
also where you 'start from the bottom', observing guests & 
customers, with staff working under pressure and management 
trying to maintain service and product quality while maximising 
profit.  If you have already had considerable front-line experience 
and are able to get a supervisory job, all to the good.  If you have 
had no front line experience you are not encouraged to use this 
period of employment working 'behind the scenes' away from 
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guests or customers. 
Most students enjoy their first period of industry employment 
because they have the ability to quickly prove their worth and are 
given scope and autonomy to perform to the best of their ability.  
Some may experience some frustration, working with supervisors 
or team mates who deny them that scope and autonomy.  If you 
are having difficulties, see the course coordinator. 
 

Journal Record You need to keep journal records on a weekly basis for the 
duration of your employment, Sunday - Sunday.  It should 
summarise your impressions in each of these categories.  From 
this record, you will see which aspects of your own work and 
those of your organisation were consistently successful and 
those that may need improvement.  These themes will form the 
basis of your report, as well as considering your specific topic. 
You should also keep daily notes in a notebook. Please use the 
template provided 

  
Setting challenges  for 
yourself 

It is clear from student feedback that those who consciously plan 
their employment experiences, explore new challenges and 
tackle a variety of roles are more fulfilled and have a more 
positive orientation towards their careers than those who get 
stuck in an employment rut.  They are confident about their own 
worth and their ability to find rewarding work without relying on 
others.  
 

Employment Policy The policy on what constitutes acceptable employment is as 
follows: 

 
• As a general rule we encourage you to work during a Uni 

break, especially summer, so that you have a stable work 
roster and you are with the same team of people each day.  If 
you worked full-time during summer to meet the 250 hour 
requirement you would work approximately 6-7 weeks.   

• Finding a job and negotiating your remuneration are up to 
you, and we will not normally assist with this because it is an 
opportunity for you to market yourself.  If you are not paid, 
you must get your organisation's confirmation that you are 
covered by workers compensation insurance.  

• You may work for two employers for approximately equal 
periods to make up the 250 hours.  Three or more 
employment experiences in one year are not acceptable 
without the prior approval of the Course Coordinator.  If you 
work for two organisations you may compare and contrast 
them in your report. It is, however, difficult to compare certain 
work experiences, so wherever possible you are urged to 
complete 250 hours in one organisation. 

• Your 250 hours of work experience should be in a hands-on 
service role in a hotel, bar, restaurant or other hospitality 
organisation, or retail business.  This will enable you to 
consolidate your Kenvale experience and develop your 
service delivery skills.   

• Your industry employment may be worked anywhere in the 
world.  Many students have benefited greatly from interstate 
or international experience in their industry employment, and 
this is encouraged.  A lead time of up to 6 months is required 
in some cases to organise jobs and working visas, so plan 
early. 

• You must verify your employment either by submitting pay 
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slips, or a letter on your employer's letterhead specifying the 
starting and finishing dates, and hours worked. 

 
 
Keeping records 

 
Keep all your work pay slips in a safe place.  If you are paid in 
cash keep a written record for tax purposes.  Alert your employer 
early on that you need a letter when you finish, confirming your 
starting and finishing dates and hours worked.  If you do not 
have a tax file number ask your accountant to apply for one or 
contact the Australian Tax Office yourself, as you will need to 
lodge a tax return after 30 June. 
 

The daily/weekly  
journal 

A blank Journal form is attached.  Take sufficient photocopies 
and write it up each week, based on your daily notes, recording 
your impressions of how well the organisation was managed, 
how well it performed, how well you performed and what you 
would have done differently.  These sheets are to be bound into 
your report. It is important you record these regularly during your 
employment. 
 

Observing It is strongly recommended that you start a notebook of your 
employment experience as a basis of your weekly Journal. Do 
not

 

 submit this with your final report. Keep all the orientation 
material given to you by your employer.  Keep notes of your 
orientation briefings.  Write down the names of your fellow 
employees, their titles, duties and responsibilities, and sketch an 
organisational chart showing who reports to whom.  Whenever 
you have learnt something new, note down when it happened, 
who was involved, why it went well/badly and what the outcome 
was.  Most importantly record your reactions and how you might 
have handled the situation differently. These notes will become 
the basis of your report. The amount of detail contained in these 
notes will comprise an important part of your final overall mark. 

Talking to people It is up to you to meet with your supervisors and managers to ask 
them to describe aspects of the organisation that you are 
interested in.  You should also talk to your workmates to gauge 
their reactions to management's policies.  Keep notes of these 
meetings, because you will be expected to summarise and 
reference them in the report.  You may need to ask more 
questions after finishing your employment, so make sure you 
keep the appropriate contact numbers. 
 

Employment  
Certification 

At the conclusion of each period of employment, complete the 
details in the Employment Certification form.  This is to be 
handed in with your report and is to be retained by the School. 
Additional formal confirmation of your employment hours is 
required either by way of certification of your total hours, starting 
and finishing dates, signed by your employer, on the 
organisation's letterhead, or submission of your pay slips in a 
plastic sleeve as an appendix to your report. 
 
Please note:

 

 If you have completed an internship, the cover 
sheet in the appendix needs to be submitted with your reflective 
essay, but you still need to complete an Employment 
Certification to be included with your Industry Report. 
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Showing the report  
to your employer? 

 
We encourage you to provide a modified version of the report to 
your employer after it has been marked and returned to you. You 
might need to amend the report to make sure that your critical 
evaluation is written in a constructive way and does not offend 
the employer in any way. You will need to get the course 
coordinator’s approval before 

    
giving it to your employer. 

 
 
4.3 Assignment Submission Procedure  
 
All assignments need to be submitted on the due date in two formats: 

- A paper

- An 

 copy (School of Marketing assignment box on Level 3 of the Quadrangle 
Building) for the report, reflective report and interim milestone assignment); and 

electronic

 

 copy via UNSW Blackboard. 

4.4 Late Submission 
 
Late submissions for the Interim Milestone Assignment will not be accepted.   
 
Both the paper copy and electronic copy must be submitted by the due date. Late submissions 
of your Final Report attract a penalty of two net marks per day. If you fail to submit both the 
paper and electronic copy on time, you will also be penalised for late submission. If you are 
unfamiliar with submitting assignments via UNSW Blackboard, you are strongly encouraged to 
practice the submission procedure! 

Extensions will only be granted on medical or compassionate ground under extreme 
circumstances, and will not be granted because of work and other commitments.  Medical 
certificates or other evidence of extreme misfortune must be submitted through the formal 
process to seek special consideration outlined in Part B, Section 3 of this course outline. 
 
 
 
 
 
 
 
 
 
 
  

Quality Assurance 
The ASB is actively monitoring student learning and quality of the student experience in all 
its programs. A random selection of completed assessment tasks may be used for quality 
assurance, such as to determine the extent to which program learning goals are being 
achieved. The information is required for accreditation purposes, and aggregated findings 
will be used to inform changes aimed at improving the quality of ASB programs. All material 
used for such processes will be treated as confidential and will not be related to course 
grades. 
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5 COURSE RESOURCES 
The website for this course is on UNSW Blackboard at: 
http://lms-blackboard.telt.unsw.edu.au/webapps/portal/frameset.jsp 

Please visit the website regularly for lecture slides, readings, and other useful materials.  There 
is no prescribed textbook or reading list for this course. 
 
 
6 COURSE EVALUATION AND DEVELOPMENT 
Each year feedback is sought from students and other stakeholders about the courses offered 
in the School and continual improvements are made based on this feedback.  UNSW's Course 
and Teaching Evaluation and Improvement (CATEI) Process is one of the ways in which 
student evaluative feedback is gathered.  
 
As a result of previous student feedback, we have restructured the course to provide hands-on 
writing workshops later in the semester. As mentioned above, the teaching staff has also 
decided to introduce a milestone assignment to encourage students to work on their reports 
early, and minimise the risk of students missing the topic. 
  

http://lms-blackboard.telt.unsw.edu.au/webapps/portal/frameset.jsp�
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7 COURSE SCHEDULE 
WEEK 

BEGINNING 
TOPIC 

Week 1 

31/07/13 

Course introduction 

Revision and application of important Service Concepts I: 
• The service encounter 
• Consumer behaviour in services 
• Customer satisfaction and service quality 
• Customer experience management 

Individual Consultation 

Week 2 

7/08/2013 

Revision and application of important Service Concepts II: 
• The servicescape 
• Service blueprinting 
• Relationship marketing 
• Service failure 
• Service recovery 
• Complaining behaviour 

Individual Consultation 

Week 3 

14/08/2013 

Interim Milestone Assignment due 

Mini-presentations and feedback 

Literature research 
• Finding suitable topics 
• What is good academic literature? 
• Conducting research 
• Developing arguments  

 

Individual Consultation 

Week 5 

28/08/2013 

Return of milestone assignment with individual feedback;  

Writing workshop: 
• What is an executive summary?  

Executive summary vs. Introduction 
• What is relevant information in the description and analysis of 

my organisation and department? 
• Effective journal records  

Individual Consultation 

Week 7 

11/09/2013 

Writing workshop: 
• Fine-tuning your literature review 
• Avoiding plagiarism 
• Tips and tricks for the analysis section - Successful 

application of theory to industry experience  

Individual Consultation 

 Mid-session Break (28 September – 7 October) 

Week 10 

02/10/13 

Final Report due 

Reflective Report due 

Literature Research task due 
  



 

 

PART B: KEY POLICIES, STUDENT RESPONSIBILITIES AND 
SUPPORT  
 
1 PROGRAM LEARNING GOALS AND OUTCOMES  
 
The Australian School of Business Program Learning Goals reflect what we want all 
students to BE or HAVE by the time they successfully complete their degree, 
regardless of their individual majors or specialisations. For example, we want all our 
graduates to HAVE a high level of business knowledge, and a sound awareness of 
ethical, social, cultural and environmental implications of business. As well, we want all 
our graduates to BE effective problem-solvers, communicators and team participants. 
These are our overall learning goals for you. 
 
You can demonstrate your achievement of these goals by the specific outcomes you 
achieve by the end of your degree (e.g. be able to analyse and research business 
problems and propose well-justified solutions). Each course contributes to your 
development of two or more program learning goals/outcomes by providing 
opportunities for you to practise these skills and to be assessed and receive feedback. 
 
Program Learning Goals for undergraduate and postgraduate students cover the same 
key areas (application of business knowledge, critical thinking, communication and 
teamwork, ethical, social and environmental responsibility), which are key goals for all 
ASB students and essential for success in a globalised world. However, the specific 
outcomes reflect different expectations for these levels of study. 
 
We strongly advise you to choose a range of courses which assist your development of 
these skills, e.g., courses assessing written and oral communication skills, and to keep 
a record of your achievements against the Program Learning Goals as part of your 
portfolio.  
 

 
ASB Undergraduate Program Learning Goals and Outcomes 

 
1. Knowledge: Our graduates will have in-depth disciplinary knowledge applicable in local and 
global contexts.  
You should be able to select and apply disciplinary knowledge to business situations in a local and global 
environment. 
 
2. Critical thinking and problem solving: Our graduates will be critical thinkers and effective 
problem solvers.  
You should be able to identify and research issues in business situations, analyse the issues, and propose 
appropriate and well-justified solutions. 
 
3. Communication: Our graduates will be effective professional communicators.  
You should be able to: 

a. Prepare written documents that are clear and concise, using appropriate style and presentation 
for the intended audience, purpose and context, and  

b. Prepare and deliver oral presentations that are clear, focused, well-structured, and delivered in a 
professional manner. 

 
4. Teamwork: Our graduates will be effective team participants.  
You should be able to participate collaboratively and responsibly in teams, and reflect on your own 
teamwork, and on the team’s processes and ability to achieve outcomes. 
 
5. Ethical, social and environmental responsibility: Our graduates will have a sound awareness of 
the ethical, social, cultural and environmental implications of business practice.  
You will be able to:  
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a. Identify and assess ethical, environmental and/or sustainability considerations in business 
decision-making and practice, and  

b. Identify social and cultural implications of business situations. 
 
 

 
ASB Postgraduate Coursework Program Learning Goals and Outcomes 

 
1. Knowledge: Our graduates will have current disciplinary or interdisciplinary knowledge 
applicable in local and global contexts. 
You should be able to identify and apply current knowledge of disciplinary or interdisciplinary theory and 
professional practice to business in local and global environments. 
 
2. Critical thinking and problem solving: Our graduates will have critical thinking and problem 
solving skills applicable to business and management practice or issues.  
You should be able to identify, research and analyse complex issues and problems in business and/or 
management, and propose appropriate and well-justified solutions. 
 
3. Communication: Our graduates will be effective communicators in professional contexts.  
You should be able to: 

a. Produce written documents that communicate complex disciplinary ideas and information 
effectively for the intended audience and purpose, and 

b. Produce oral presentations that communicate complex disciplinary ideas and information 
effectively for the intended audience and purpose. 

 
4. Teamwork: Our graduates will be effective team participants.  
You should be able to participate collaboratively and responsibly in teams, and reflect on your own 
teamwork, and on the team’s processes and ability to achieve outcomes. 
 
5. Ethical, social and environmental responsibility: Our graduates will have a sound awareness of 
ethical, social, cultural and environmental implications of business issues and practice.  
You should be able to:  

a. Identify and assess ethical, environmental and/or sustainability considerations in business 
decision-making and practice, and  

b. Consider social and cultural implications of business and /or management practice. 
 

For MBT and MBA programs: 
6. Leadership: Our graduates will have an understanding of effective leadership. 
You should be able to reflect on your personal leadership experience, and on the capabilities necessary for 
leadership. 
 
 
2 ACADEMIC HONESTY AND PLAGIARISM 
 
The University regards plagiarism as a form of academic misconduct, and has very 
strict rules regarding plagiarism. For UNSW policies, penalties, and information to help 
you avoid plagiarism see: http://www.lc.unsw.edu.au/plagiarism/index.html as well as 
the guidelines in the online ELISE and ELISE Plus tutorials for all new UNSW students: 
http://info.library.unsw.edu.au/skills/tutorials/InfoSkills/index.htm. 
 
To see if you understand plagiarism, do this short quiz: 

 
http://www.lc.unsw.edu.au/plagiarism/plagquiz.html. 

For information on how to acknowledge your sources and reference correctly, see: 

For the ASB Harvard Referencing Guide, see the 

http://www.lc.unsw.edu.au/onlib/ref.html. 

ASB Referencing and Plagiarism 
 (ASB >Learning and Teaching>Student services> Referencing and 

plagiarism). 
webpage

 

http://www.lc.unsw.edu.au/plagiarism/index.html�
http://info.library.unsw.edu.au/skills/tutorials/InfoSkills/index.htm�
http://www.lc.unsw.edu.au/plagiarism/plagquiz.html�
http://www.lc.unsw.edu.au/onlib/ref.html�
http://www.asb.unsw.edu.au/learningandteaching/studentservices/resources/Pages/referencingandplagiarism.aspx�
http://www.asb.unsw.edu.au/learningandteaching/studentservices/resources/Pages/referencingandplagiarism.aspx�
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3 STUDENT RESPONSIBILITIES AND CONDUCT 
 
Students are expected to be familiar with and adhere to university policies in relation to 
class attendance and general conduct and behaviour, including maintaining a safe, 
respectful environment; and to understand their obligations in relation to workload, 
assessment and keeping informed.  
 
Information and policies on these topics can be found in the ‘A-Z Student Guide’: 
https://my.unsw.edu.au/student/atoz/A.html. See especially, information on ‘Attendance 
and Absence’, ‘Academic Misconduct’, ‘Assessment Information’, ‘Examinations’, 
‘Student Responsibilities’, ‘Workload’ and policies such as ‘Occupational Health and 
Safety’. 
 
For information for staff on how UNSW defines plagiarism, the types of penalties that 
apply and the protocol around handling plagiarism cases, see: 

For the 

‘Student Academic 
Integrity & Managing Plagiarism: Guidelines for Staff (Updated Feb 2012)’ (CTRL + 
Click) 

UNSW Policy on Academic Misconduct and Student Misconduct (includes 
Plagiarism), click here  .
 

3.1 Workload 
 
It is expected that you will spend at least nine to ten hours per week studying this 
course. This time should be made up of reading, research, working on exercises and 
problems, and attending classes. In periods where you need to complete assignments 
or prepare for examinations, the workload may be greater. 
 
Over-commitment has been a cause of failure for many students. You should take the 
required workload into account when planning how to balance study with employment 
and other activities.  
 
We strongly encourage you to connect with your Blackboard or Moodle course 
websites in the first week of semester. Local and international research indicates that 
students who engage early and often with their course website are more likely to pass 
their course. 
 
Information for staff and students on expected workload: 
https://my.unsw.edu.au/student/atoz/UnitsOfCredit.html 
 

3.2 Attendance 
 
Your regular and punctual attendance at lectures and seminars is expected in this 
course. University regulations indicate that if students attend less than 80% of 
scheduled classes they may be refused final assessment.  
 
Reference for 80% guideline is at: 
https://my.unsw.edu.au/student/atoz/AttendanceAbsence.html 

https://my.unsw.edu.au/student/atoz/A.html�
https://www.gs.unsw.edu.au/policy/documents/studentacademicintegrityandmanagingplagiarismguidelines.pdf�
https://www.gs.unsw.edu.au/policy/documents/studentacademicintegrityandmanagingplagiarismguidelines.pdf�
https://www.gs.unsw.edu.au/policy/documents/studentacademicintegrityandmanagingplagiarismguidelines.pdf�
https://my.unsw.edu.au/student/academiclife/assessment/AcademicMisconduct.html�
https://my.unsw.edu.au/student/academiclife/assessment/AcademicMisconduct.html�
https://my.unsw.edu.au/student/atoz/UnitsOfCredit.html�
https://my.unsw.edu.au/student/atoz/AttendanceAbsence.html�
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3.3 General Conduct and Behaviour 
 
You are expected to conduct yourself with consideration and respect for the needs of 
your fellow students and teaching staff. Conduct which unduly disrupts or interferes 
with a class, such as ringing or talking on mobile phones, is not acceptable and 
students may be asked to leave the class. More information on student conduct is 
available at: 
 

https://my.unsw.edu.au/student/atoz/BehaviourOfStudents.html 

3.4 Occupational Health and Safety 
 
UNSW Policy requires each person to work safely and responsibly, in order to avoid 
personal injury and to protect the safety of others. For more information, see 

 
http://www.ohs.unsw.edu.au/. 

3.5 Keeping Informed 
 
You should take note of all announcements made in lectures, tutorials or on the course 
web site. From time to time, the University will send important announcements to your 
university e-mail address without providing you with a paper copy. You will be deemed 
to have received this information. It is also your responsibility to keep the University 
informed of all changes to your contact details. 
 
 
4 SPECIAL CONSIDERATION AND SUPPLEMENTARY 

EXAMINATIONS 
 
You must submit all assignments and attend all examinations scheduled for your 
course. You should seek assistance early if you suffer illness or misadventure which 
affects your course progress.  
 
General Information on Special Consideration: 

1. All applications for special consideration must be lodged online through 
myUNSW within 3 working days of the assessment (Log into myUNSW and 
go to My Student Profile tab > My Student Services channel > Online Services 
> Special Consideration). You will then need to submit the originals or certified 
copies of your completed Professional Authority form (pdf - download here) and 
other supporting documentation to Student Central. For more information, 
please study carefully in advance the instructions and conditions at: 
https://my.unsw.edu.au/student/atoz/SpecialConsideration.html. 

2. Please note that documentation may be checked for authenticity and the 
submission of false documentation will be treated as academic misconduct. The 
School may ask to see the original or certified copy.  

3. Applications will not be accepted by teaching staff. The lecturer-in-charge will 
be automatically notified when you lodge an online application for special 
consideration. 

https://my.unsw.edu.au/student/atoz/BehaviourOfStudents.html�
https://my.unsw.edu.au/student/atoz/BehaviourOfStudents.html�
http://www.ohs.unsw.edu.au/�
https://my.unsw.edu.au/student/academiclife/ProfessionalAuthority.pdf�
https://my.unsw.edu.au/student/atoz/SpecialConsideration.html#Supportingdocumentation�
https://my.unsw.edu.au/student/atoz/SpecialConsideration.html�
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4. Decisions and recommendations are only made by lecturers-in-charge (or by 
the Faculty Panel in the case of UG final exam special considerations), not by 
tutors. 

5. Applying for special consideration does not automatically mean that you will be 
granted a supplementary exam or other concession. 

6. Special consideration requests do not allow lecturers-in-charge to award 
students additional marks. 

 
 
ASB Policy on requests for Special Consideration for Final Exams in 
Undergraduate Courses: 
 
The policy of the School of Business is that the lecturer-in-charge will need to be 
satisfied on each of the following before supporting a request for special consideration: 
 

1. Does the medical certificate contain all relevant information? For a medical 
certificate to be accepted, the degree of illness, and impact on the student, 
must be stated by the medical practitioner (severe, moderate, mild). A 
certificate without this will not be valid. 

2. Has the student performed satisfactorily in the other assessment items? 
Satisfactory performance would require at least 50% of the course marks 
and

3. Does the student have a history of previous applications for special 
consideration? A history of previous applications may preclude a student 
from being granted special consideration. 

 meeting the obligation to have attended 80% of tutorials. 

 
Special Consideration and the Final Exam: 
Applications for special consideration in relation to the final exam are considered by an 
ASB Faculty panel to which lecturers-in-charge provide their recommendations for 
each request. If the Faculty panel grants a special consideration request, this will entitle 
the student to sit a supplementary examination. No other form of consideration will be 
granted. The following procedures will apply: 
 

1. Supplementary exams will be scheduled centrally and will be held 
approximately two weeks after the formal examination period. The dates for 
ASB supplementary exams for Semester 2, 2013 are: 
10 Dec 2013 – exams for the School of Accounting 
11 Dec 2013 – exams for all Schools except
12 Dec 2013 – exams for the School of Economics 

 Accounting and Economics 

If a student lodges a special consideration for the final exam, they are stating 
they will be available on the above dates. Supplementary exams will not be 
held at any other time. 
 

2. Where a student is granted a supplementary examination as a result of a 
request for special consideration, the student’s original exam (if completed) 
will be ignored and only the mark achieved in the supplementary examination 
will count towards the final grade. Failure to attend the supplementary exam 
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will not entitle the student to have the original exam paper marked and may 
result in a zero mark for the final exam. 

 
If you attend the regular final exam, you are extremely unlikely to be granted a 
supplementary exam. Hence if you are too ill to perform up to your normal standard in 
the regular final exam, you are strongly advised not to attend. However, granting of a 
supplementary exam in such cases is not automatic. You would still need to satisfy the 
criteria stated above. 
 
The ASB’s Special Consideration and Supplementary Examination Policy and 
Procedures for Final Exams for Undergraduate Courses is available at:  
http://www.asb.unsw.edu.au/currentstudents/resources/forms/Documents/supplementa
ryexamprocedures.pdf. 
 
 
5 STUDENT RESOURCES AND SUPPORT  
 
The University and the ASB provide a wide range of support services for students, 
including: 
 

• ASB Education Development Unit (EDU) 
http://www.asb.unsw.edu.au/learningandteaching    Click on ‘Student Services’. 
Academic writing, study skills and maths support specifically for ASB students. 
Services include workshops, online resources, and individual consultations. 
EDU Office: Room GO7, Ground Floor, ASB Building (opposite Student 
Centre); Phone: 9385 5584; Email: edu@unsw.edu.au. Visit us on Facebook:  

• ASB Student Centre 
www.facebook.com/educationdevelopmentunit. 

http://www.asb.unsw.edu.au/requests 
Advice and direction on all aspects of admission, enrolment and graduation. 
Ground Floor, West Wing, ASB Building; Phone: 9385 3189 

• Blackboard eLearning Support: For online help using Blackboard, follow the 
links from www.elearning.unsw.edu.au to Blackboard / Support for Students. 
For technical support, email: itservicecentre@unsw.edu.au; Phone: 9385 1333. 

• UNSW Learning Centre (www.lc.unsw.edu.au) 
Academic skills support services, including workshops and resources, for all 
UNSW students. See website for details. 

• Library training and search support services  
http://info.library.unsw.edu.au/web/services/services.html  

• IT Service Centre: Technical support for problems logging in to websites, 
downloading documents etc. https://www.it.unsw.edu.au/students/index.html 
UNSW Library Annexe (Ground floor). 

• UNSW Counselling and Psychological Services  
http://www.counselling.unsw.edu.au Free, confidential service for problems of a 
personal or academic nature; and workshops on study issues such as ‘Coping 
with Stress’ and ‘Procrastination’. Office: Level 2, Quadrangle East Wing; 
Phone: 9385 5418. 

• Student Equity & Disabilities Unit http://www.studentequity.unsw.edu.au 
Advice regarding equity and diversity issues, and support for students who have 
a disability or disadvantage that interferes with their learning. Office: Ground 
Floor, John Goodsell Building; Phone: 9385 4734. 

 

http://www.asb.unsw.edu.au/currentstudents/resources/forms/Documents/supplementaryexamprocedures.pdf�
http://www.asb.unsw.edu.au/currentstudents/resources/forms/Documents/supplementaryexamprocedures.pdf�
http://www.asb.unsw.edu.au/learningandteaching�
mailto:edu@unsw.edu.au�
http://www.facebook.com/educationdevelopmentunit�
http://www.asb.unsw.edu.au/currentstudents/resources/forms/Pages/default.aspx?utm_source=Student%2BCentre&amp;utm_medium=marketing%2Bmedium&amp;utm_campaign=requests�
http://www.elearning.unsw.edu.au/�
mailto:itservicecentre@unsw.edu.au�
http://www.lc.unsw.edu.au/�
http://info.library.unsw.edu.au/web/services/services.html�
https://www.it.unsw.edu.au/students/index.html�
http://www.counselling.unsw.edu.au/�
http://www.studentequity.unsw.edu.au/�
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APPENDICES 

Template for Interim Milestone Assignment 

Research Topics Literature review topics References Examples from workplace 

What are the 
underlying broad 
services marketing 
concepts relating to 
the issues identified? 

What are specific topics within 
your chosen research topics 
that are relevant to explain the 
issues? 

List the references about each topic that 
you have researched so far 

What are the issues (problems or successes) 
you have noticed during your work 
experience? 

EXAMPLE:    
1. Poor complaint 

handling 
why customers complain Voorhees, C. M., M. K. Brady, and D. M. 

Horowitz (2006). A Voice From the Silent 
Masses: An Exploratory and Comparative 
Analysis of Noncomplainers. In:  
Journal of the Academy of Marketing 
Science, Vol. 34(4): 514 - 527. 
 
Voorhees, C. M. and M. K. Brady (2005). A 
Service Perspective on the Drivers of 
Complaint Intentions. In:  
Journal of Service Research, Vol. 8(2): 192 
- 204. 
 
etc. 

- types of service failures that account for 
most complaint, e.g. wrong food 

- factors that increased likelihood that 
complaint is voiced, e.g. expectation of 
adequate compensation 

 complaint handling 
procedures 

 - no formal complaint handling procedures 
- complaints not encouraged, and 

complaining customers are treated 
poorly. 

2. ... ... 
 

 ... 



 

 

THE UNIVERSITY OF NEW SOUTH WALES 
SERVICE INDUSTRY REPORT 

EMPLOYMENT CERTIFICATION 
 

Please complete both pages and hand in with your employment report.   
It will be kept on file in the Tourism and Hospitality Management Unit. 

 
Surname  

Given name  

 
EMPLOYER 1 
 

Organisation  

Address  

Type of 
business 

 

Your role  

Start date Finish date Hours worked 

 
EMPLOYER 2 (if applicable) 
 

Organisation  

Address  

Type of 
business 

 

Your role  

Start date Finish date Hours worked 

 
 

DECLARATION 
I declare that the above information is true and correct and that the report submitted 
herewith is entirely my original work. 

Signature 
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SERV2003 JOURNAL RECORD 
 

This record is to be kept on a weekly basis for the duration of your employment, Sunday - Sunday.  It 
should summarise your impressions in each of these categories.  From this record, you will see which 
aspects of your own work and those of your organisation were consistently successful and those that 
may need improvement.  These themes will form the basis of your report, as well as considering your 
specific topic. You should also keep daily notes in a notebook. 
 

Your role Start date (Sunday) Finish date (Sunday) Hours this week 
 
 
 

How satisfactory was your team's output?  Again, provide solutions to problems in the last box. 

How satisfactory was your own output?  Again, provide solutions to problems in the last box. 
 

What went successfully this week?  What would you do to ensure that this level of success is maintained?  Provide a 
comment in the last box. 

What were the problems this week?  Again, provide solutions to problems in the box below. 
 
 

With hindsight what would you have done differently if you had been the boss?  Link problems/glitches/ with solutions, 
and successes with strategies for sustainable commercial advantage. 
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PLEASE NOTE: This is only required if you are reporting on your SERV Internship arranged 
through UNSW 

REFLECTIVE REPORT ASSIGNMENT COVER SHEET 
SCHOOL MARKETING BCOM (SERVICES MARKETING TOURISM & 

HOSPITALITY) INTERNSHIP PROGRAM 

 

Student ID Number: 
 

Student Name: 

Employer organisation Name:  
 

Employer organisation address: 

Supervisor  Name: 
 

Supervisor  Email & Phone Contact details: 
 

Date started internship 
 

Date completed internship  

Internship ‘job’ description 
 
Number of days / week of internship 
 

Number of  weeks of internship 
 

Course No./Name: SERV2003                   OR 
 

Course No./Name:  SERV4003  
 

Date Due (one week before completion of 
internship): 
 

Date Submitted: 

Employer Signature: 
Date: 

 

Declaration 

I declare that this assessment item is my own work, except where acknowledged, and has not been 
submitted for academic credit elsewhere, and acknowledge that the assessor of this item may, for the 
purpose of assessing this item: 

• Reproduce this assessment item and provide a copy to another member of the University and/or; 

• Communicate a copy of this assessment item to a plagiarism checking service (which may then retain 
a copy of the assessment item on its database for the purpose of future plagiarism checking). 

I certify that I have read and understood the University Rules in respect of Student Academic Misconduct. 

 
Student Signature: 
Date: 
 
Academic Staff Signature: 
Date: 
 

MARKER TO COMPLETE 

Mark/Grade 
Comments 
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