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PART A: COURSE-SPECIFIC INFORMATION 
 

1 STAFF CONTACT DETAILS 
 
Lecturer-in-charge:  Dr Christine Mathies 
Room:  Quadrangle Building, Room 3020 
Phone No:  9385 3376 
Email:  c.mathies@unsw.edu.au 
Consultation Times:  Tuesdays, 10–12am (or by appointment) 
 
 

2 COURSE DETAILS 

2.1 Teaching Times and Locations 
Lectures start in Week 1(to Week 12): The Time and Location are: 
Lecture:  Tuesdays, 2-4pm, Old Main Building OMB 144. 

 
Tutorials start in Week 2 (to Week 13). The Groups and Times are: 
Tutorial 1: Tuesdays, 4-5pm, Quadrangle G025 
Tutorial 2: Tuesdays, 5-6pm, Quadrangle G025 
 

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  
Most service organisations perform their core service function equally well and hence it does 
not become a source of competitive advantage. Instead people have become the key 
differentiators for service organisations. Competitive advantage can be achieved by developing 
a service culture and a customer-centric organisation that results in delivery of excellent 
customer service. Excellent customer service does not happen by chance. It has to be designed 
into the firm's service delivery systems and delivered by people and technology. Employing the 
service-profit chain concept as a framework, this course is about designing a service system 
that focuses on employees and customers to deliver exceptional service. 
 

2.4 Course Aims and Relationship to Other Courses 

This is a third year course in the BCom (Services Marketing, Tourism & Hospitality) program, 
and focuses on the role of people – both employees and customers – in achieving service 
excellence. It builds on students’ knowledge from previous years, especially Marketing 
Fundamentals and Services Marketing & Management. 
 

The overall course aim is to identify issues and techniques to successfully manage the people 
involved in delivering services. Skilled, well performing, satisfied employees are the key 
requisite for achieving service excellence and customer loyalty.  On the other hand, it is equally 
important to integrate customers into the discussion and analysis of human resources in service 
firms.   
 

2.5 Student Learning Outcomes  
 
By the end of this course, you should be able to:  
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1. Demonstrate and explain how the characteristics of service products require special 
management strategies for the people component. 

2. Explain the interrelationships of operations management and human resource systems in 
the successful design and management of service organisations. 

3. Understand the unique requirements of frontline and support service roles, and develop 
strategies to select, recruit, train and appraise staff performance. 

4. Understand the role of the customer (also ‘people’) in delivering satisfactory services. 

5. Evaluate the various psychological approaches used in motivating an individual and the 
opportunities and challenges of group work and team dynamics. 

6. Develop and evaluate strategies and skills to achieve service advantage through problem 
solving, creativity, decision making, conflict resolution and handling customers in 
challenging situations. 

 

 
ASB Graduate Attributes 
 
This course contributes to your development of the following Australian School of Business 
Graduate Attributes, which are the qualities, skills and understandings we want you to have by 
the completion of your degree:  
 

Learning 
Outcomes 

ASB Graduate Attributes ASB GA 
No. 

1, 2, 3, 4, 5, 6 Critical thinking and problem solving 1 
1, 3, 4, 5, 6 Communication 2 
1, 2, 3, 4, 5, 6 Teamwork and leadership 3 
1, 2, 3, 4, 5, 6 Social, ethical and global perspectives 4 
1, 2, 5, 6 In-depth engagement with relevant disciplinary knowledge 5 
3, 4, 6 Professional skills 6 

 
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 

This course will be conducted on a lecture and tutorial basis.  Classroom discussions will draw 
upon the experience of both students and lecturer, to provide relevance via real world 
examples of concepts and models.  Small group exercises give students the opportunity to 
further engage with their peers and to improve their communication skills.  Another important 
element is class discussion within the framework of assigned readings, practical exercises and 
comprehensive case studies.  Finally, the major group project will allow students to apply the 
core concepts of the course to industry examples.  

All class materials will be uploaded to the Blackboard to preview lecture slides and readings.  
This enables you to concentrate on listening and critical thinking in the lectures. It is your 
responsibility to study the assigned readings prior to class to allow you to contribute, 
participate intelligently and thus gain maximum value from the course. Wherever possible, 
additional readings and useful material will be posted on the course website. 

 The lectures will primarily summarise and synthesise the key points in the chapters and 
readings and explain and/or elaborate upon the more difficult principles.  Furthermore the 
lectures will be used to provide real world examples, case studies and managerial 
implications of theories, concepts and models.  

 The tutorial exercises will be primarily used for practical exercises, discussion of assigned 
readings and case studies, and work on the group project. 
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4 ASSESSMENT 

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

 achieve a composite mark of at least 50; and 
 make a satisfactory attempt at all assessment tasks (see below). 

 

4.2 Assessment Details 
 

Assessment 
Task 

Weighting Learning 
Outcomes 
assessed 

ASB Graduate 
Attributes 
assessed 

Length Due Date 

Tutorial 
Participation 

10% 1, 2, 3, 4, 5, 6 1, 2, 3, 4, 5, 6 See 4.2.4 
below 

Ongoing 

Research 
Participation/ 
Journal Article 
Summary 

3%  4, 5 TBC/ 
2-page 

TBC/ 
Week 12 (9/10) 

Journey of Self 
Awareness 

22% 1, 2, 3, 4, 5, 6 1, 2, 4, 5 Max. 2000 
words 

Week 10 
(25/9) 

Mid-semester 
exam 

25% 1, 2, 3, 4, 5 1, 4, 5 90 minutes Week 8 
(11/9) 

Strategic 
Service 
Excellence Plan 
(Presentation 
and Report)  

40% 1, 2, 3, 4, 5, 6 1, 2, 3, 4, 5, 6 
Max. 5000 
words 

Week 7 
(28/8 – Stage I) 
Week 12 
(9/10 – Stage II) 

 

4.2.1 Group Assignment – Service Excellence Plan 
This course aims to explore how companies achieve service excellence in their organisation by 
examining the organisation from the employer, employee and customer’s perspectives. 
 
Project Brief: 
 
Your client has just tasked you to audit the services of their company.  
Form a team of 4 – 5 persons. Propose a name for your consulting team. Define the role played 
by each member in this project team. Submit the names of your team members to the lecturer in 
Week 3 (31/07/2012). You are not allowed to change your group after the submission. 
 
For this assignment, you are free to choose any company in a service industry. You are 
encouraged to consider tourism and hospitality sectors, but any service industry is suitable. 
Please consult your lecturer if you need clarification. The guidelines for the tasks to be 
completed are outlined below.  The assessment criteria can be found in the appendix. You are 
required to cite your sources using Harvard referencing style for any additional reference 
materials you have obtained. 
 
Part One – Service Audit (20%) 
Conduct a service audit of a service company (minimum size of 30 employees). This would 
enable a company to know what factors contribute to their service excellence. There are 2 key 
tasks in this audit: 
Task 1: 
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Interview a manager and an employee of your chosen company. With a list of planned 
questions for the manager and employee, find out about the company and evaluate its level of 
internal service. More details will be given to you during the project brief. Possible questions to 
ask are – 
What is the service culture of the company? What are the employer branding and its internal 
marketing efforts within the organisation? How are staff being appraised and trained? How does 
the manager handle staff from different cultural background to achieve service excellence? How 
do the employees see the company? 
 
Task 2: 
Conduct a mystery customers’ exercise and examine how external customers think of the 
service of your chosen company. You can be the mystery customer evaluating the company’s 
service and service of their competitors. Compare and contrast these companies in terms of 
service excellence. Evaluate the opportunities or threats faced by the chosen company in the 
near future. 
 
Presentation Requirements 

 All teams will be presenting their findings during tutorial/lecture in Week 7 (28/8/2012). 
Each team is given a maximum of 20 minutes (Presentation – 15 minutes & Q&A – 5 
minutes) to present. Please note that the team will be penalised and stopped should 
they exceed the time limit. The presentation time for each group will be given at a later 
date. 

 You will be graded for your presentation. A hard copy of your PowerPoint slides (2 
slides per page format) must be given to the lecturer prior to your presentation for 
grading. You may attach notes to your slides for further clarification of your 
views/arguments. Everyone is expected to present. Penalty rule applies. 

 
Part Two – Propose A Strategic Service Excellence Plan (20%) 
Use the information in part one to propose a strategic service excellence plan. Make 
recommendations to help your client achieve service excellence and improve their competitive 
advantage in the service industry. More details will be given to you during lecture. A hardcopy of 
the project brief will be given to you during lecture week 2. It will also be disseminated via 
Blackboard. You can refer to appendix for the marking guidelines. This plan should be unique 
and viable. All teams must submit their Strategic Service Plan in Week 12 (9/10/2012) during 
lecture/tutorial. The lecturer will confirm your presentation date.  
 
Report and Presentation Requirements 

 All reports must be typed-written in Arial fonts of size 12, 1.5 line spacing. Cite your 
sources for any additional reference materials you have obtained. References should 
be in Harvard referencing style.  

 Maximum length 5000 words. Reports exceeding the word limit will be penalised with 1 
net mark for each percent above the word limit. 

 Please submit a paper copy of your report in the lecture, as well as an electronic copy 
via Blackboard. Late submission penalties apply (see below).   

 All teams will be presenting their Strategic Service Excellence Plan in Week 12 
(9/10/2012).  Each team is given a maximum of 20 minutes (Presentation – 15 minutes 
& Q&A – 5 minutes) to present. Teams will be penalised and stopped should they 
exceed the time limit. The presentation time for each group will be given at a later date. 
You do NOT need to submit your PowerPoint slides for this presentation. 
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4.2.2 Individual Assignment - Journey of Self Awareness (22%) 
 
Assignment Objective 
It is only when you know yourself better that you can help others achieve their maximum 
potential at work. Therefore, this assignment is about managing yourself and people at work. It 
aims to help you discover your own personality and work style. 
 
Your Task: 

i. First, complete a personality test about yourself. The worksheets will be given to you 
during the tutorial in Week 2.  

Gather the personality tests results of yourself and your team members. With reference to 
the leadership styles you have learnt in Week 2, determine the type of leadership styles 
you would adopt on them. Justify your choice and support your answer with examples.  

Evaluate the stage your team is currently at (at the point of writing this assignment). 
Discuss how your team has worked through the stages of team development (forming, 
storming, norming and performing) for the group project. Analyse and evaluate how the 
team’s dynamic and performance changed during the team development. 

The written report for this section should not be more than 1500 words. Attach all the 
test results of yourself and your team members in the report. 

 

ii. Evaluate your learning in this course. Describe how this course has helped you in 
knowing how to manage people better. Discuss any personal issues such as cultural or 
individual differences you have encountered and how you have resolved them. Cite 
examples to support your arguments. This individual report should not be more 500 
words. 

You are required to use scholarly references to support your discussions. Submit a 
hardcopy of the individual assignment in Week 10 during the lecture. An electronic copy 
of each report must also be sent by submitted via the course’s Blackboard site at the 
same time as the submission of the written reports. 

 

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

Should you 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 motivating frontline service staff.  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 in Week 12 (9/10/2012). 

 

4.2.4 Tutorial Participation (10%) 

My expectations are that this class is a standing business appointment and your presence and 
preparation is required.  In basic marketing, you learned about the 4 'Ps' of Marketing 
Management, these being Product, Price, Promotion and Place.   There are four equally 
important 4 'Ps' of student involvement in case and assigned reading discussion.   These are: 

Preparation.   If you do not read and analyse the case and then formulate an action plan, 
prepare the assigned readings and any class discussion questions, the case discussion will 
mean little. 

Presence.   If you are not present, you cannot learn and, more importantly, cannot add your 
unique thoughts and insight to the group discussion. 
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Promptness.   If you enter the classroom late, you will disrupt the discussion, make the 
organisation of group exercises difficult, and depreciate the decorum of the process.  

Participation.   Your student learning is best facilitated by regular participation.   More important, 
you have the responsibility to share your understanding and judgement with the class to 
advance the group's collective skills and knowledge. 

Your attendance and participation throughout the tutorials will be monitored. You are expected 
to actively participate in class activities, group discussions, and case analyses, and provide 
answers to questions in lectures and tutorials. Please refer to the appendix for guidelines on 
how participation marks will be allocated. 

 

4.2.5 Mid-semester Exam (25%) 

The mid-semester exam will cover short essay and annotated multiple choice questions, 
covering topics from Week 1 to Week 7. More detailed instructions will be available in Week 5. 

 

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

- A paper copy in the lecture on the due date; and 
- An electronic copy via 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 
4.4). 

The appropriate School of Marketing assignment cover sheet must be attached to your 
assignments. 

4.4 Late Submission 
 

For the group and individual assignments, both the paper copy and electronic copy must be 
submitted by the due date. Late submission will incur a penalty of 10% of the percentage 
weight of the assessment component per day after the due date, and will not be accepted after 
5 working days.  

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. 

 

 
 
 
 

5 COURSE RESOURCES 
The website for this course is on UNSW Blackboard at: 
http://lms-blackboard.telt.unsw.edu.au/webapps/portal/frameset.jsp 
All course material, including lecture slides, readings, and case studies, will be published via 
Blackboard. It is your responsibility to check the site regularly. 
 

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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There is no prescribed textbook for this course.  The following textbook will be used 
occasionally to support lecture material: 
 
Swartzlander, Anne (2004): Serving internal and external customers. Pearson Education: New 
Jersey. 
 
 
 

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. In this course, we will seek your feedback through end 
of semester CATEI evaluations. Your feedback is invaluable to improve and adapt this course to 
maximise student learning. 
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7 COURSE SCHEDULE 
 

Week  Lecture Topic Tutorial Topic  
 

References Other Activities/ 
Assessment 

Week 1  
17 July 

Introduction –  
Service profit chain 

NO TUTORIALS 
  

Week 2  
24 July 

Service leadership Project Discussion: 
Planning for Service 
Audit Part I 

  

Week 3  
31 July 

Employees’ Customer 
service understanding 

Case Study: 
Portman Hotel 

Di Mascio (2010) Read Case 

Week 4 
7 August 

Customers as partial 
employees  
The service encounter 

Field Work - 
Interview 

Price et al (1995) Field Work - Interview 

Week 5 
14 August 

Service orientation of 
employees and 
organisations  

Discussion: 
Managing people 
from different 
backgrounds and 
cultures 

Lytle et al (1998)  

Week 6 
21 August 

Emotional labour  Case Study: 
Ritz-Carlton 

Morris and 
Feldman (1996) 

Read Case 
 

Week 7 
28 August 

Presentations for Group Project Part I  
(all teams from Tutorials 1 & 2) 

 Service Audit Group 
Presentation 

Mid-Session Break: Week 3-9 September 

Week 8 
11 Sept 

Mid-semester exam Discussion: 
Service Staff 
Challenges 

 Exam 

Week 9 
18 Sept 

Service teams  Case Study:  
Zappos/Taj  

DeJong et al (2004) Read Case 

Week 10 
25 Sept 

Employer branding  
 

Discussion: 
Unattractive service 
industries: hire, train, 
retain?! 

Berthon et al (2005) Individual Assignment 
due 

Week 11 
2 October 

Productivity vs. 
Service excellence 
Rewarding service 
employees 

Case Study: 
Four Seasons Hotel 
and Resort  

Singh (2000) Read Case 
 

Week 12 
9 October 

Presentations for Group Project Part II  
(all teams from Tutorials 1 & 2) 

 Group Report due 
Group Presentations 

Week 13 
16 October NO LECTURE 

Capstone case 
study: 
Jetblue Airways 

 Read Case 

 

Please note that this schedule might be changed. 
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PART B: KEY POLICIES, STUDENT RESPONSIBILITIES AND 
SUPPORT 
 

1 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: 
http://www.lc.unsw.edu.au/onlib/ref.html 
 

For the ASB Harvard Referencing Guide, see ASB Referencing and Plagiarism webpage (ASB 
>Learning and Teaching>Student services>Referencing and plagiarism)   
 
 

2 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’. 
. 

2.1 Workload 
 
It is expected that you will spend at least 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.  
 
 

2.2 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.  
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2.3 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 
 

2.4 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/. 
 

2.5 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. 
 
 

3 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). 
Then 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 the instructions and conditions at: 
https://my.unsw.edu.au/student/academiclife/StudentCentralKensington.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 lodged an online application for special consideration. 

4. Decisions and recommendations are only made by lecturers-in-charge, 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. 
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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/supplementaryexamp
rocedures.pdf. 

 
4 STUDENT RESOURCES AND SUPPORT  
 
The University and the ASB provide a wide range of support services for students, including: 

 ASB Education Development Unit  (EDU) (www.business.unsw.edu.au/edu) 
Academic writing, study skills and maths support specifically for ASB students. Services 
include workshops, online and printed resources, and individual consultations. EDU 
Office: Room GO7, Ground Floor, ASB Building (opposite Student Centre); Ph: 9385 
5584; Email: edu@unsw.edu.au   

 Blackboard eLearning Support: For online help using Blackboard, follow the links 
from www.elearning.unsw.edu.au to UNSW Blackboard Support / Support for Students. 
For technical support, email: itservicecentre@unsw.edu.au; ph: 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; Ph: 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; Ph: 9385 4734   
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Appendices 
 

EVALUATION OF GROUP ASSIGNMENT (40%) 

Assessment Criteria Marks 

Part I – Service Audit; Oral Presentation           20 

Content 
‐ Focus on relevant and important concepts and findings 
‐ Evidence of critical thinking and meaningful evaluation of findings 
‐ Relevance and quality of support materials used 
‐ Ability to reflect on global perspective and diversity 

 

15 

Oral Communication 
‐ Concise 
‐ Interesting and engaging, well structured and easy to follow 
‐ Time management 
‐ Readiness and ability to explain and defend own viewpoint 

 

5 

Part II – Strategic Service Excellence Plan           20 

Report 
‐ Relevance and practicality of proposed plan 
‐ Correct use of relevant theoretical frameworks 
‐ Creative and meaningful approach substantiated by facts 
‐ Substantiation of solution 
‐ Relevance and quality of support materials used 

 

10 

Oral Presentation of Strategic Service Excellence Plan 
‐ Concise 
‐ Interesting and engaging, well structured and easy to follow 
‐ Appropriate and effective use of exhibits and visual aids 
‐ Presentation content summarises rationale, highlights, and limitations 

of Strategic Service Excellence Plan 
 

10 

Total  40 
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EVALUATION OF INDIVIDUAL ASSIGNMENT (22%) 

 

Assessment Criteria Marks

Self Assessment & Leadership 
‐ Clear and concise summary which addresses the question 
‐ Correct assessment of self and team members, drawing on text results 
‐ Well substantiated choice of leadership style 
‐ Meaningful analysis and evaluation of team’s dynamic and 

performance throughout team development process 
‐ Relevant support materials used 

 

10 

Self-Reflection on Learning Experience 
‐ Ability to identify and assess issues and dilemmas resulting from 

interpersonal and intercultural communication differences 
‐ Awareness of your own learning 

 

7 

Written Communication 
‐ Clear, well structured, easy to follow 
‐ Free from spelling and grammatical errors 
‐ Ability to reason and support own viewpoint 
‐ Appendices included 

 

5 

Total  22 
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EVALUATION OF CLASS PARTICIPATION (10%) 
 
Class participation will be assessed using the following guidelines: 
 

Level of Participation Mark 

Attendance below minimum requirement of 80% 0 

Attendance requirements met, but no contribution to class activities 1-2 

Attendance requirements met and participation in class activities 3-4 

Attendance requirements met, participation in class activities and 
contributions to class discussion 

5-6 

Attendance requirements met, participation in class activities, relevant and 
constructive contributions to class discussion. 

7-8 

Has satisfied all of the above and demonstrated excellence in their 
contribution that enhanced the quality of the learning experience 

9-10 

 


