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An Association of Marketing Students®
OCCUPATIONAL CATEGORY

Hospitality and Tourism Marketing

INSTRUCTIONAL AREA

Basic and Social Skills

EVENT OVERVIEW

The participant is to assume the role of assistant manager of a large local travel agency. The manager (judge) has been frustrated by a series of unproductive staff meetings. The agents have been coming to the meetings unprepared, exceeding the allotted time for individual reports, and requesting decisions from the manager or the group as a whole that should be made by an individual, by that individual’s work team, or be put in the form of recommendations for management’s approval. The agency manager (judge) has asked the participant for recommendations on how to make the meetings more effective.

COMPETENCIES EVALUATED

1.
Explain the nature of effective communications.

2.
Explain the nature of staff communications.

3.
Foster positive working relationships.

4.
Demonstrate appropriate creativity.

5.
Demonstrate orderly and systematic behavior.

PARTICIPANT INSTRUCTIONS

PROCEDURES

1.
The event will be presented to you through your reading of the Event Overview, Competencies Evaluated and the Event Situation. You will have up to 10 minutes to review this information to determine how you will handle the role-play situation and demonstrate the competencies of this event. During the preparation period, you may make notes to use during the role-play situation.

2.
You will give an ID label to your adult assistant during the preparation time.

3.
You will have up to 10 minutes to role-play your situation with a judge.

4.
You will be evaluated on how well you meet the competencies of this event.

5.
Turn in all your notes and event materials when you have completed the role-play situation.

EVENT SITUATION

You are to assume the role of assistant manager of a large local travel agency. The agency serves small businesses and corporations as well as individual clients. Once a month you and the agency manager (judge) meet with the other agents and the administrative staff to discuss new ideas, marketing and promotional strategies, and problems and concerns from all involved. Recently, the agency manager (judge) has been frustrated by a series of unproductive agency meetings. For the past three months, the following occurrences have caused the meetings to be unsuccessful:

•
The accounting manager has failed to bring updated financial information regarding client accounts to the past three meetings. This has resulted in double billings, cost overruns and giving incorrect information to clients regarding what has or has not been charged for services rendered.

•
Several agents have consistently shown up late. The others have often had to wait or even postpone meetings because of this. When they have attended, information has had to be repeated for their benefit.

•
Finally, the agency’s properties orientation committee has brought numerous questions to the department managers’ meetings that should be resolved by the committee, not the staff–questions like which property sales representatives are appropriate to meet with, considering the agency’s marketing niches.

Your agency manager (judge) has asked you to make recommendations on how to make the meetings more effective. You will make your recommendations to the agency manager (judge) in his/her office. The agency manager (judge) will begin the role-play by greeting you and asking what you have to recommend. The agency manager (judge) will also conclude the role-play by thanking you and stating that he/she will consider your recommendations.

ADMINISTRATIVE INSTRUCTIONS

ADMINISTRATIVE SUGGESTIONS

1.
Allow 10 minutes for the orientation/preparation period.

2.
Allow 10 minutes for the role-playing with the judge.

3.
Allow 1 minute for the judge’s evaluation.

FACILITIES, SUPPLIES/MATERIALS AND/OR EQUIPMENT NEEDED

1.
Facilities:  This event can be done in a conference setting. A preparation and role-play area are needed with a table-and-chair arrangement.

2.
Supplies:  Participant copies of appropriate information and judge’s evaluation sheets.

3.
Special needs:  None.

PERSONNEL NEEDED

1.
One person to play the role of travel agency manager.

2.
Two people with a division of responsibility.

3.
Event manager.

4.
Adult assistant for each section.

MINIMUM LEVEL OF ACCEPTABLE PERFORMANCE

70%

TIEBREAKER

The most points for:

1.
Item number 2

2.
Item number 3

3.
Item number 1

Compare other numbered items in sequential order.

JUDGE’S INSTRUCTIONS

DIRECTIONS, PROCEDURES AND JUDGE’S ROLE

In preparation for this event, you should review the following information with your event manager and other judges:

1.
Event Overview

2.
Competencies Evaluated

3.
Participant Instructions

4.
Judge Role-Play Characterization

Participants may conduct a slightly different type of meeting and/or discussion with you each time; however, it is important that the information you provide, and the questions you ask, be uniform for every participant.

5.
Evaluation Form

Please use a critical and consistent eye in rating each participant.

JUDGE ROLE-PLAY CHARACTERIZATION

You are to assume the role of agency manager of a large local travel agency. You work with small businesses, corporations and industries. Once a month, you meet with the assistant manager (participant) and the staff to discuss new ideas, marketing and promotional strategies, and problems and concerns. Recently, you have been frustrated by a series of unproductive meetings. For the past three months, the following situations have occurred causing the meetings to be unsuccessful:

•
The accounting manager has failed to bring updated financial information regarding client accounts to the past three meetings. This has resulted in double billings, cost overruns and giving incorrect information to clients regarding what has or has not been charged for services rendered.

•
Several agents have consistently shown up late. The others have often had to wait or even postpone meetings because of this. When they have attended, information has had to be repeated for their benefit.

•
Finally, the agency’s properties orientation committee has brought numerous questions to the meetings that should be resolved by the committee, not the staff.  Questions like which property sales representatives are appropriate to meet with, considering the agency’s market niches have added to the length of the meetings and detracted from their productivity.

You have asked the assistant manager (participant) to make recommendations on how to make the meetings more effective. The participant will make his/her recommendations to you in your office. You will begin the role-play by greeting the participant and asking what he/she has to recommend.

During the course of the role-play you are to ask the following questions of the participant:

1.
How important are the agency staff meetings? Should we have more or fewer meetings?

2.
Are the meetings the best way to encourage communication between travel agents and staff members?

3.
What can you and I do to make the meetings run more smoothly?

4.
How will your recommendations for better communications affect employee motivation?

Once the participant has completed his/her presentation and answered your questions, you may conclude the role-play by thanking the participant and stating that you will consider his/her recommendations.

You are not to make any comments after the event is over except to thank the participant.

JUDGE’S EVALUATION INSTRUCTIONS

Evaluation Form Information

The participants are to be evaluated on their ability to perform the specific competencies stated on the cover sheet of this event and restated on the Judge’s Evaluation Form. Although you may see other competencies being demonstrated by the participants, those listed in the Competencies Evaluated section are the critical ones you are measuring for this particular event.

Please note that the Judge’s Evaluation Form has a starred number for each evaluation item. This starred number represents a minimum competency level that an employee in your industry should obtain so that additional formalized training would not be required immediately.

Evaluation Form Interpretation

The evaluation levels listed below and the evaluation rating procedures should be discussed thoroughly with your event chairperson and other judges to ensure complete and common understanding for judging consistency.

	Level of Evaluation
	Interpretation Level

	
	

	Excellent
	Participant demonstrated the competency in an extremely professional manner; greatly exceeds business standards; would rank in the top 10% of business personnel performing this competency.

	
	

	Good
	Participant demonstrated the competency in an acceptable and effective manner; meets at least minimal business standards; there would be no need for additional formalized training at this time; would rank in the 70-89th percentile of business personnel performing this competency.

	
	

	Fair
	Participant demonstrated the competency with limited effectiveness; his/her performance generally fell below minimal business standards; additional training would be required to improve knowledge, attitude and/or skills; would rank in the 50-69th percentile of business personnel performing this competency.

	
	

	Poor
	Participant demonstrated the competency with little effectiveness or not at all; a great deal of formal training would be needed immediately; perhaps this person should seek other employment; would rank in the 0-49th percentile.


JUDGE’S EVALUATION FORM  

HTM
DID THE PARTICIPANT:
	1.  Explain the nature of effective communications?

	POOR
	FAIR
	GOOD
	EXCELLENT

	0, 2
	4,  6,  8
	*10, 12,  14
	16,  18

	Identified the nature of ef-

fective communications but

the explanation was inade-

quate or incomplete.
	Adequately explained 

the nature of effective communications.
	Clearly explained the 

nature of effective 

communications.
	Thoroughly explained the nature of effective com-

munications and related the 

explanation to the situation.

	

	2.  Explain the nature of staff communications?

	POOR
	FAIR
	GOOD
	EXCELLENT

	0, 2
	4,  6,  8
	*10, 12,  14
	16,  18

	Identified the nature of

staff communications but

the explanation was inade-

quate or incomplete.
	Adequately explained 

the nature of staff com-

munications and men-

tioned that they could be

improved.
	Effectively explained 

the nature of staff com-

munications and recom-

mended a plan to improve

them in this situation.
	Very effectively explained

the nature of staff communi-

cations and recommended a 

specific plan to improve them 

in this situation.


	3. Foster positive working relationships?

	POOR
	FAIR
	GOOD
	EXCELLENT

	0, 2
	4,  6,  8
	*10, 12,  14
	16,  18

	Gave a weak or inadequate

explanation of ways to use

this situation to develop

more positive working re-

lationships.
	Adequately explained ways

to use this situation to de-

velop more positive work-

ing relationships.
	Effectively explained

several ways to use this

situation to develop more

positive working rela-

tionships.
	Very effectively explained

several specific ways to 

use this situation to de-

velop more positive work-

ing relationships.

	
	
	
	

	4. Demonstrate appropriate creativity?

	POOR
	FAIR
	GOOD
	EXCELLENT

	0, 2
	4,  6,  8
	*10, 12,  14
	16,  18

	Recommendation demon-

strated an inappropriate or

ineffective attempt at

creativity.
	Recommendation demon-

strated adequate creativity for this situation.
	Recommendation demon-

strated effective creativity 

for this situation.
	Recommendation demon-

strated highly effective 

creativity for the

situation.

	

	5. Demonstrate orderly and systematic behavior?

	POOR
	FAIR
	GOOD
	EXCELLENT

	0, 2
	4,  6,  8
	*10, 12,  14
	16,  18

	Recommendations were 

poorly organized and ap-

proached the problem in a

haphazard fashion.
	Recommendations demon-

strated an adequately sys-

tematic approach to the

problem.
	Recommendations demon-

strated an effectively sys-

tematic approach to the

problem.
	Recommendations demon-

strated an effectively sys-

tematic approach to the

problem; provided relevant

examples.

	

	6.  Overall impression of the participant's skills and performance?

	POOR
	FAIR
	GOOD
	EXCELLENT

	0,  1
	2,  3,  4
	*5,  6,  7
	8,  9,  10

	Demonstrated few 

skills with little or 

no effectiveness.
	Demonstrated limited 

ability to link some 

skills effectively.
	Effectively presented

specified skills.
	Presented skills in a confident, 

articulate and integrated manner 

that meets the highest profes-

sional business standards.




Judge’s Initials _____________________

TOTAL SCORE __________________________
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