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Gr10 Task 1: 5 Star Hotel Grading and Service Skills Task 

 (Acknowledgement to: Mr Anton van de Venter -Gauteng Department of Education) 

(Amended by: P Bennie and Z Schulze - Gauteng Department of Education) 

 

TEACHER INSTRUCTIONS 

 

Dear Tourism Teacher 

This task will assess: 

 The grading of accommodation establishments. 

 Applying the content of the TGCSA to a hotel scenario. 

 The display of 21st Century skills.  

Tourism CAPS Reference:  

“The South African grading system for accommodation establishments” Term 1 Week 

4 of the CAPS is assessed in this project. (Term 1 Week 3 in the 2019 WS/ATP)  

Focus skills, highlighted as weaknesses from industry feedback are included for 

strengthening. These skills are essential to enable Tourism learners to display Customer 

Service Skills. Together with 21st century skills, these skills are applied to the Grade 10 

content for the above topic. 

The skills that are applied:  

 Tabulating information 

 Reasoning used to link the star grading policy to hotel room infrastructure and 

technology. 

 Problem solving skills from a hotel’s perspective to meet the grading standards 

 Customer service skills in a dialogue  

 Expressing critical thinking skills by giving an evaluative opinion. 
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Included in the task are resources that should be used together with the example that is 

provided. Use the example as well as the resources in a whole-class discussion or in pairs 

to complete the 3 examples. Keep in mind that learners are accessed individually. This must 

be done before the assessment session. Make sure that the Customer Service Skills article 

is understood and prepared before the assessment takes place, so that learners are able to 

apply their knowledge. 

Management of the task will be completed in two sessions: 

1. Preparation Session: Plan for a preparation session where the 3 examples are 

mediated in class. 

2. Assessment session/s: This session takes place under controlled conditions.  

Teacher preparation for the Learner Preparation Session: 

Prepare copies of the following per learner for individual assessment: 

 The task 

 Resources for learners to complete the task. 

Learners use the above copies to prepare in class during the preparation session as well as 

at home. The assessment session/s involves the instructions and rubric given to every learner 

together with the prepared resources brought along responsibly for this purpose. 

The learners need to read-up on Customer service skills in the learner resource and 

demonstrate their understanding in the dialogue (Question 4).  

This will indicate how effectively the learner is able to deal with the frustrations and 

concerns of clients who feel that the establishment doesn’t live up to the expectations 

generated by their star grading: 

 Reacting with the correct emotional attitude. 

 Addressing how the guest views things as a reality. 

 Know facilities and attractions in the neighbourhood. 

 Do as much as possible to respond to the guest’s needs. 

 Follow-up on improvement areas with the correct staff members. 

 Understand and apply policy. 

 Make the correct judgments for every situation. 

NOTE:  It is compulsory to first read through the whole task to ensure a full 

understanding of what is required and expected. 
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Listed below are 3 examples of facilities / services not meeting tourist expectations based 

on the star grading of the establishment. 

1. Space in the room was impractical, for example where the comfort chair 

and lamp stand were placed. 

 2.13 

2. No spare toilet roll was available in the bathroom.  3.4 

3. The extractor fan in the bathroom was not effective and the mirror steamed 

up. 

 3.6 

    

Ensure that with the 3 examples the various skills needed in Questions 3 and 4 are covered 

during the preparation session – linking 3 TGCSA criteria to the 3 scenario expectations 

(which are the 3 examples provided), giving solutions to the hotel for the 3 examples 

(Question 3) and completing a dialogue response for the 3 examples built into a small 

dialogue created by the teacher creates similar to Question 4. This will enable learners to 

complete the assessment effectively. 

The teacher must ensure that all learners are able to complete the 3 examples during the 

preparation session to give every individual learner the best opportunity to complete the task 

successfully.  
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Gr10 Task 1: Exemplar TGCSA and Skills Task 
(Project –based task) 

NAME OF THE SCHOOL:       TOTAL: 50 marks 

EXAMINER: 

MODERATOR: 

LEARNER INSTRUCTIONS  

Study the following scenario below and then follow the instructions to complete the task within 

the prescribed time limit under controlled exam conditions. You need to apply the information 

gathered from the content (textbook) together with the resource documents (pages 9-10) 

provided to you, as well as display all the prescribed skills, as set out in the content. 

Scenario 

Different tourists checked into a 5-star hotel during a week. The tourists mention 

during and after their stay, that their expectations of the particular star grading of 

the hotel were not met. Below is a list that indicates the level of the facility and/or 

service they felt either did not meet their expectations or were lacking at the 

hotel considering the particular star grading of the establishment. 

  

    
With regard to the bedroom:   

    

1. We could not figure out how to operate the electronic safe in our room.   

2. We knocked our knees against the cupboard doors when they were open.   

3. We could hear the television in the room next door.   

4. The mattress was very lumpy and uneven.   

5. There was no full-length mirror in the room.   

 continued on the page 5   
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With regard to the bathroom:   
    
6. There was no bath tub in the bathroom, only a shower.   
7. We expected at least a shower cap in a room with a shower only.   
    
Some of the tourists wanted to know if the hotel adheres to national standards 

in South Africa. They threaten to complain to the Tourism Grading Council of 

South Africa. 

 

  

    
QUESTION 1    

    

1.1  Design a cover page for the task. 

The cover page must include the following: 

 Your name and surname 

 Name of your school, grade and class. 

 A labelled picture or image linking to the scenario of the project. 

  
 
 
 
(3) 

    

1.2  Develop a table of contents on page 1 for Questions 1-7 that reflects 

the correct order of the questions and their corresponding page 

numbers.  

  
 
(2) 

    
QUESTION 2 

 

Draw the TGCSA plaque with the logo that may be displayed outside 

this 5-star graded hotel. Include all possible details.  

  
 
(4) 

   

QUESTION 3 

 

Study the TGCSA criteria (resource page 9-10), with regard to the 

complaints mentioned in the scenario and the example below.  

Redraw and complete the table as follows: 
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3.1  Identify and match the TGCSA criteria in the resources with the 

guest’s complaints so that you can see what the guest can expect. 

Write out the criteria in full next to the number of the complaint (1-7). 

   

   

3.2  Provide a suggestion for every complaint to bring the hotel room up to 

the required standard as set out in the criteria. 

  
(14) 

   

Here is an example of how the table must be completed.   

   

Example of the complaint from the scenario    

1.  Some of the spaces in the room were impractical, for example where 

 the comfort chair and lamp stand were placed. 

  

    

TGCSA criteria as found in the resource material on page 14. 
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Example of how to complete the table for the complaint: 
 
 

  

Complaint  3.1  

Identify and match the TGCSA 

criteria in the resources with the 

guest’s complaints so that you 

can see what the guest can 

expect. Write out the criteria in 

full next to the number of the 

complaint (1-7). 

3.2  

Provide a suggestion for every 

complaint to bring the hotel room 

up to the required standard as 

set out in the criteria. 

 The learner writes down the 
criteria: 

The learner makes a 
suggestion: 

Some of the spaces 

in the room were 

impractical, for 

example where the 

comfort chair and 

lamp stand were 

placed  

Bedrooms must have a well-

planned layout to ensure the room 

is very spacious, allowing generous 

ease of use for movement, comfort, 

dining and relaxation. 

Improve internal layout of various 

spaces in the room, or employ an 

interior designer to improve the 

layout of the room. 
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Redraw and complete the table below: 
 

Complaint 

3.1  

Identify and match the TGCSA 

criteria in the resources with the 

guest’s complaints so that you 

can see what the guest can 

expect. Write the criteria in full 

next to the number of the 

complaint (1-7).               (7) 

3.2  

Provide a suggestion 

for every complaint to 

bring the hotel room 

up to the required 

standard as set out in 

the criteria.             

(14) 

 ROOM  

1. We could not figure out how to 

operate the electronic safe in our 

room. 

  

 

Complaint 3.1  

Identify and match the TGCSA 

criteria in the resources with the 

guest’s complaints so that you 

can see what the guest can 

expect. Write the criteria in full 

next to the number of the 

complaint (1-7).               (7) 

3.2  

Provide a suggestion for 

every complaint to bring 

the hotel room up to the 

required standard as set 

out in the criteria.             

(14) 

2. We knocked our knees against 

the cupboard doors when they 

were open. 

  

3. We could hear the television in 

the room next door. 

  

4. The mattress was very lumpy 

and uneven. 

  

5. There was no full-length mirror 

in the room. 

  

  



Grade 10 Tourism:   Task 1: Exemplar TGCSA Skills Tas 

9 | P a g e  

 

 BATHROOM  

6. There was no bath tub in the 

bathroom, only a shower. 

  

7. We expected at least a shower 

cap in a room with a shower only. 

  

                      [21] 

QUESTION 4   
    
 Read the information in your resource pack about excellent customer 

service in a hotel. (pg. 3-4)  
 

Scenario 

Nthabiseng works at the front desk of this 5-star hotel.  

Read the following dialogues (blocks A-L), between a customer and 

Nthabiseng.  

Remember to use all the customer service skills in the provided 

resources, for your dialogue, to show your level of application for each of 

the skills. 

 
 

  

    
A 

 

B 

C  
 

D 

 
 
 
 
 

  
 
 
 
 

  

Good day Sir. Can I help 

you?  

What a poor standard 

hotel you are 

operating! This is not 

what I expected for a 

5-star establishment. 

5-star 

establishment!

hotel you are 

operating! This 

is not what we 

expected for a 

5-star 

establishment! 

I am so sorry to hear that 

you feel that way. Sir.  

At least you are greeting 

me properly at the front 

desk. Does this hotel 

adhere to the national 

standard s in South 

Africa? .We feel like 

reporting you to the 

TGCSA. 

5-star 

establishment!hotel 

you are operating! 

This is not what 

we expected for a 

5-star 

establishment! 
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E  

 

F 

G 
 
 
 
 
 
 
 
 
 

 
 

 
 
 
 

H 

I 
 
 

 
 

 

K  
 

 

L 

  
 

 

 

  

Well, we did not feel our 

valuables are safe 

because we could not 

figure out how to operate 

the electronic safe in our 

room. 

No thank you I will take 

the things with me, we 

also did not have a bath 

tub in the bathroom, only 

a shower, I like taking a 

long leisurely soak.  

We are always trying our 

best to put the customer 

first. Is there any problems I 

can help you with?  

Thank you for reporting the 

problem to us, can we send 

someone to your room to 

assist you with the safe? It 

is our policy to have a safe 

in every room or you can 

leave you valuables in our 

office safe 

Yes sir, I will call the 

housekeeping to sort out the 

problem with the safe, and I 

will check immediately if we 

have another room available. 

May we move your luggage 

to another room?  

Yes that will be fine. As 

long as the room is up to 

standard for a five-star 

hotel. Here is my room 

key.  

I am sorry sir, can we move 

you to another room so that 

you have a bath, I will look if 

there is another room 

available.   

We are leaving now for 

the day and would like 

both issues to be resolved 

when we return at 17:00.   
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 Read the dialogue and then critique and analyse Nthabiseng’s responses. 

Indicate whether she applied the customer service skills correctly as 

mentioned in the resource pack.  

 

Use the following headings as a guideline for your answer: 

 React with the correct emotional attitude. 

 Address the guest’s view points as a reality to the situation. 

 Being knowledgeable about the facilities and services of a 5-star 

hotel. 

 Understand and apply the policy accurately. 

 Make the correct judgement in every situation. 

  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
(10)  

    

QUESTION 5   
    
Motivate your opinion regarding the guests’ right to mention the 8 expectations 

they found missing in their rooms.  

  
 
(4) 

    
QUESTION 6   

   

6.1  Include a bibliography on the last page of the task. List at least TWO 

different types of resources used to complete the task, using the 

HARVARD method.  

  
 
 
(2) 
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6.2  Presentation: 

Consider the following criteria when compiling the task: 

 Follow the instructions for all questions 

 Take note of correct spelling and grammar usage 

 Create a good overall neat impression.  

  

 

(1) 

(2) 

(1) 

 
TOTAL: 50 marks 
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GR10 TOURISM TASK 1: TGCSA AND SKILLS TASK 

ASSESSMENT TOOL 

NAME OF LEARNER:  

SURNAME OF LEARNER:  

NAME OF SCHOOL:  

 

QUESTION 1: [5] T M 

1.1  A cover page for the task was designed. 

The cover page included the following: 

 Learner’s name and surname 

 Name of school, grade and class.  

 A labelled picture or image linking to the scenario of the 

task was included 

(3)   

     

1.2  A table of contents was developed on page 1 of the project for 

Questions 1-7 that reflects the correct order of the questions  

and their corresponding page numbers.  

(2)   

     

 
QUESTION 2:  

[4]   

 A grading plaque was drawn and included the following: 

 Number of stars – 5-star 

 Type of accommodation – hotel 

 Logo of TGCSA 

 Ownership statement   or 

 Grading serial number                                          (4x1) 

(4)   
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QUESTION 3:  

[21] T M 

Complaint 3.1  3.2     

1 The correct TGCSA criteria 

selected - only that 

sentence copied down - 

matches the FIRST guest 

expectation of the 

bedroom in the scenario. 

  

A workable solution  

suggested to the hotel - to 

bring the hotel room up to 

the required standard for this 

FIRST expectation 
 
 
(3) 

  

2 The correct TGCSA criteria 

selected - only that 

sentence copied down - 

matches the SECOND 

guest expectation of the 

bedroom in the scenario. 

 

A workable solution  

suggested to the hotel - to 

bring the hotel room up to 

the required standard for this 

SECOND expectation  
 
(3) 

  

3  The correct TGCSA criteria 
selected - only that 
sentence copied down - 
matches the THIRD guest 
expectation of the 
bedroom in the scenario. 
 

A workable solution  
suggested to the hotel - to 
bring the hotel room up to 
the required standard for this 
THIRD expectation  

 
(3) 

  

4  The correct TGCSA criteria 
selected - only that 
sentence copied down - 
matches the FOURTH 
guest expectation of the 
bedroom in the scenario. 
 

A workable solution  
suggested to the hotel - to 
bring the hotel room up to 
the required standard for this 
FOURTH expectation  

 
(3) 

  

5  The correct TGCSA criteria 
selected - only that 
sentence copied down - 
matches the FIFTH guest 
expectation of the 
bedroom in the scenario. 
 

A workable solution  
suggested to the hotel - to 
bring the hotel room up to 
the required standard for this 
FIFTH expectation  

 
(3) 

  

6  The correct TGCSA criteria 
selected - only that 
sentence copied down - 
matches the FIRST guest 
expectation of the 
BATHROOM in the 
scenario.  
 

A workable solution  
suggested to the hotel - to 
bring the hotel room up to 
the required standard for this 
FIRST bathroom 
expectation  

 
(3) 
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7  The correct TGCSA criteria 
selected - only that 
sentence copied down - 
matches the SECOND 
guest expectation of the 
BATHROOM in the 
scenario.  

A workable solution  
suggested to the hotel - to 
bring the hotel room up to 
the required standard for this 
SECOND bathroom 
expectation 

 
 
(3) 

  

      

 
QUESTION 4:                                                                                                  

[10] T M 

The learner was able to critique and analyse the dialogue under 

the following headings: 

   

Reacting with the correct emotional attitude (2)   

Addressing how the guest views things as a reality (2)   

Know facilities and services in the 5-star experience (as per info)  (2)   

Understand and apply policy – what can and cannot be done (2)   

Make the correct judgments for every situation (2)   

    

 
QUESTION 5 

[4] T M 

Motivation was given of the guests’ RIGHT to mention the 8 

expectations they found missing in their rooms.   

This shows whether the learner has the correct behaviour and attitude 

to be an employee in the Tourism industry. 

 
 
(4) 

  

    

 
QUESTION 6 

[6] T M 

6.1 A bibliography was included on the last page of the project 

 Two types of resources were given 

 Used the Harvard method 

 
(1) 
(1) 

  

6.2 Presentation:  

 Instructions for all questions were followed – Content page on 

page 1, bibliography on last page, used a table for Q3 

 Correct spelling and grammar usage 

 Create a good overall impression. Neat  

 
(1) 
 
(2) 
(1) 

  

 

TOTAL: 50 marks 
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LEARNER PREPARATION RESOURCE DOCUMENT 

 

TGCSA STANDARDS FOR STAR GRADING: FOR USE WITH QUESTION 3 
https://www.tourismgrading.co.za/get-graded/whats-in-it-for-me/grading-criteria-3/ 

 
Read the information (TGCSA standards for star grading) for rooms and bathrooms.  

(This information must be given to learners prior to the Preparation Session to prepare for 

the assessment. It must also be brought into the assessment for reference.) 

3. BEDROOMS 

 

 

 

 

 

 

 

 

 

 

 

  

https://www.tourismgrading.co.za/get-graded/whats-in-it-for-me/grading-criteria-3/
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BATHROOMS 
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BATHROOMS 
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FOR USE WITH QUESTION 4 

Ins ide  a  hote l  room:  t ips  for  excel lent  cus tomer  service  
BY DIEGO ALAMIR & JONATHAN SANDOVAL – Use with Question 4. 
 
Adapted from the Web article: 

 https://relate.zendesk.com/articles/inside-hospitality-customer-service-tips-excellent-customer-service/ 

 
Hotels have a special place in the travel process. We provide guests their home away from 

home. This is a responsibility that can make or break a guest’s whole travel experience.  

 

Here are a few tips for excellent customer service to guests. 

 

Meet them with the right emotion / attitude 

Travel can be a very stressful time. There are long queues at airports, hours spent in small 

spaces, and the worry of driving on unknown streets. This means that guests often enter a 

hotel being unhappy or on edge.  

Hotel service must therefore focus on two things:  

 Provide guests with helpful service  

 Ensure guests will not be disappointed in the first place. 

 

One of the most important (and hardest) aspects of customer service is giving the correct 

emotional response to unhappy guests.  Having a pleasant attitude is a great attribute – but 

do not react to a guest’s frustration with joy - be sincere.  

 

There are three parts of human emotion: positive, neutral and negative. 

 A positive attitude is very helpful to interact with customers who have a positive or 

neutral attitude themselves.  

 When dealing with guests who are having a negative experience, a neutral 

attitude is used to show that you understand how serious their concerns are. 

 And a negative attitude is seldom, if ever, helpful. 

  

https://relate.zendesk.com/articles/inside-hospitality-customer-service-tips-excellent-customer-service/
https://relate.zendesk.com/articles/still-fly-united-brand-loyalty/
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How the guest sees things becomes a reality 

A customer's frustration cannot always be linked to some failure on your part. How the 

guest views something is often created by what they expect.  

It can be tempting to explain policies and standards to guests. While this can at times help 

them to understand, it also miss the point. When someone is in the middle of an experience 

and feeling negative, they do not want to listen to your cold explanation of why their feelings 

are not correct. The way they feel is real for them and that needs to be dealt with. 

 

Know your stuff 

A hotel is so much more than a place to sleep. For many, it is the starting point to a whole 

new world. To others, it is a safe place from the stresses of working away from home. For 

some others still, it is a familiar place to stay for their favourite events.  

All hotels have a responsibility to know, and be involved with, the activities that bring people 

to their front doors. 

 

Be involved with the community? Yes. You must know each restaurant, shopping centre, 

landmark, event, concert, gathering and tour in the neighbouring area. And anything and 

everything else that drives your business.  

 

These days the internet has become useful for recommendations and reviews, as well as 

support. People want to trust they are getting correct knowledge. You must make sure you 

know the basics as a good starting place for providing them that trust. 

 

Follow-up on areas to improve on 

When a guest has a request or complaint, the hotel worker needs to do as much as 

possible to respond to the guest’s needs. This can be as simple as having a robe (gown) 

sent to the room as quick as you can. Or swapping rooms for a guest. Or even handing 

over the issue to the manager. A common error that hotel employees make is thinking the 

problem is solved because they responded to the guest. But this is just the beginning 

of closing the feedback circle. 

 

A customer who makes you aware of problems is the best form of feedback. It is the most 

effective way to pinpoint areas for improvement. So, reward them! At times a guest might 

have trouble with the air being too cold. Don't just send up a repairman to fix the air 

https://relate.zendesk.com/articles/angry-customers-and-what-to-do-about-it/
https://relate.zendesk.com/articles/find-your-community-the-relate-podcast/
https://relate.zendesk.com/articles/one-star-two-stars-three-stars-four-the-tricky-business-of-online-reviews/
https://twitter.com/intent/tweet?url=www.zendesk.com&text=Be%20the%20know-it-all%20of%20things%20that%20matter%20to%20customers.%20That%E2%80%99s%20a%20big%20step%20towards%20trust.%20@DiegoAlamir%20@JoinRelate%20http://zdsk.co/2uwDVQX
https://relate.zendesk.com/articles/negative-customer-feedback-what-not-to-do/
https://relate.zendesk.com/articles/what-to-do-with-negative-customer-feedback/
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conditioner unit to warmer temperatures. First, send extra blankets (and perhaps some nice 

hot tea). And then follow-up with a call after the unit is functioning. Little things will help the 

guest to feel valued. And of course, inform the correct staff members of broken towel bars, 

dirty linen and faulty air conditioners. 

 

Policy ensures good service 

Whether it is a huge hotel chain or a small hotel, good customer service comes from a clear 

understanding of policy – what can and cannot be done for guests. 

 

I’ve worked at hotels where the word “no” must not be used. It can be a useful trick for 

creating a positive atmosphere. But sometimes refusing requests is itself part of providing 

service. Just be careful not to refuse services without a valid reason. It must rather have a 

purpose and meaning to find a real solution. 

 

In closing, drop the confusion 

At present hotels focus on rewards programs. And it can often confuse guests. A customer 

can get one answer from the front desk and yet another from the rewards call centre. Staff 

must have a good understanding of the policies and be able to make hard judgments. 

There is no single rule for all situations. Policies often provide for exceptions to the rules. 

But as long as there is real respect, both for the staff and the guest, great customer service 

will be the result. 

GFI 9.399       [Adapted from relate.zendesk.com] 

 

 

  

https://relate.zendesk.com/articles/tough-talk-telling-a-customer-no/
https://twitter.com/intent/tweet?url=www.zendesk.com&text=Denying%20service%20is%20an%20unfortunate%20reality%20of%20customer%20service.%20But%20say%20no%20the%20right%20way.%20@DiegoAlamir%20@JoinRelate%20http://zdsk.co/2uwDVQX
https://twitter.com/intent/tweet?url=www.zendesk.com&text=Denying%20service%20is%20an%20unfortunate%20reality%20of%20customer%20service.%20But%20say%20no%20the%20right%20way.%20@DiegoAlamir%20@JoinRelate%20http://zdsk.co/2uwDVQX
https://relate.zendesk.com/education/support-customers-phone/
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ADDITIONAL INFORMATION REGARDING BIBLIOGRAPHIES 
 

When one do proper academic research and uses information and ideas from other people 
one should always acknowledge the fact by making use of referencing.  We are going to 
encourage you to use the Harvard Referencing System as this is used in most academic 
fields and at most tertiary institutions.  At university you are normally required to reference 
within your text, however we are only going to request that you reference correctly in a 
bibliography.  Below is an example of how to reference each type of source. 
 
BOOKS: 

Book with one author 

Adair, J. (1988) Effective time management: How to save time and spend it wisely, London: 
Pan Books. 

Book with many authors 

Wilson, S. (Et al). (2005) The History of Tourism to Cape Town, Cape Town: Penguin 
Books.. 

MAGAZINE OR NEWSPAPER ARTICLE 

Cumming, F. (1999) ‘Tax-free savings push’, Sunday Mail, 4 April, p. 1. 

Nkomana, X. (2008) ‘Hiking the Drakensberg’, Getaway Magazine, 16 August, p.45. 

OR, IF THE AUTHOR IS UNKNOWN 

‘Tax-free savings push’, Sunday Mail (4 April 1999), p. 3. 

INTERNET AND WEB PAGES 

Article or story with an author and date 

Young, C. (2001) English Heritage position statement on the Valletta Convention, [Online], 
Available: http://www.archaeol.freeuk.com/EHPostionStatement.htm [24 Aug 2001]. 
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