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	About this Workbook


The Summative Assessment Activities in this workbook are compulsory.  You must complete them in class during training or as homework and hand them in for marking by your facilitator on the agreed upon date.  All corrections must be completed and also handed in for marking. Do not remove any evidence of previous submissions even if they were marked incorrect as this shows remedial improvement.

This means that you must complete all knowledge questions and all practical tasks and all workplace assignments correctly in your Learner Workbook, sign all relevant pages where it asks for the learner’s signature and date, and hand it into your facilitator at the time and date agreed upon.

Failure to do this will result in only a Certificate of Attendance being issued by the Training Provider and not a Certificate of Competence with the Services SETA logo on, which is nationally recognised.

These activities will then be kept by the facilitator and stored in your Portfolio of Evidence and submitted for assessment.   

Learner Information

	Details
	Please complete details

	Name of Learner


	

	ID Number
	

	Company Name 

& Work Unit / Department 
	

	Name of Workplace Manager


	

	Facilitator Name


	

	Date Started Module


	

	Date of Module Completion 


	

	Date for handing in first submission
	These dates will be given to you by your facilitator

	Date for handing in second submission
	These dates will be given to you by your facilitator

	Date for handing in third submission
	These dates will be given to you by your facilitator

	Final Competency Status for this module 
	OFFICE USE ONLY – only to be completed by the facilitator


	SUMMATIVE ASSESSMENT ACTIVITIES

Study Guide 4 – Management & Controlling Skills
Knowledge Questionnaire
Paper 1 – US 242829


Legend: KQ = Theoretical knowledge, PT = Practical tasks and WP = Workplace tasks / assignments

You may write your answers on paper or may type up your answers and attach it to this page. Ensure that your name, the date, and your signature are on the top of each page attached.
	Question 1 
	C
	NYC

	Explain the supply chain of the organisation - with examples. 
	
	

	

	

	

	


	Question 2 
	C
	NYC

	Identify the internal or external customers of the team leader's work unit - with examples. 
	
	

	

	

	

	

	


	Question 3
	C
	NYC

	Explain the key performance areas for the team regarding customer service - according to organisational requirements. 
	
	

	

	

	

	


	Question 4
	C
	NYC

	Explain the importance of maintaining and achieving customer service levels - with examples. 
	
	

	

	

	

	

	

	


	Question 5
	C
	NYC

	Explain the consequences of poor service on the organisation's objectives - with examples. 
	
	

	

	

	

	

	

	


	Question 6
	C
	NYC

	Discuss how key performance areas are measured or set against organisational standards. 
	
	

	

	

	

	

	


	Question 7 
	C
	NYC

	Discuss how the information regarding performance against accepted standards is recorded. 
	
	

	

	

	

	


	Question 8
	C
	NYC

	Discuss why it is necessary to provide feedback on performance, and what the Standard Operating Procedures for this are. 
	
	

	

	

	

	

	

	

	


	Question 9
	C
	NYC

	Identify areas for possible corrective action in maintaining customer service levels - and what recommendations could be made to line management. 
	
	

	

	

	

	

	

	

	SUMMATIVE ASSESSMENT ACTIVITIES

Study Guide 4 – Management & Controlling Skills
Knowledge Questionnaire

Paper 2 – US 242810


	Question 10
	C
	NYC

	Explain the concept of budgeting in a business unit and describe the uses of a budget
	
	

	

	

	


	Question 11
	C
	NYC

	Draw up a list of items that make up gross revenue and expenditure for a specific business unit.  You may use the following template:
	
	

	GROSS REVENUE ITEMS
	EXPENDITURE ITEMS

	
	

	
	

	
	

	
	


	Question 12 - Reflection
	C
	NYC

	Search for a copy of a variance report and analyse it.  Provide suggested measures to address the situation.  Attach the report with your response.
	
	

	

	

	

	

	

	


	Question 13
	C
	NYC

	Identify control measures/systems to monitor and control revenue and expenses.  
	
	

	

	

	

	

	

	




Instructions to the Learner

· In this section you will need to complete activities and insert them behind this page. Some of these you might have already done in class in your learner workbooks. Take these from your learner workbooks and place here.

· Make sure that all your pages have your name, signature and date on them.

· The learner has to be found competent against all assessment criteria, range & critical cross field outcomes for the unit standard in order for you, the learner, to be deemed competent for that unit standard.

Instructions to the Assessor

Reassessment:

· If any criterion has to be reassessed, clearly indicate that it is a reassessment and insert the date of reassessment. 

· If learners need to be re-assessed, do not remove the first assessment from his portfolio of evidence. This must be kept in the PoE so that the moderator can see that the learner was given the opportunity for re-assessments.
	SUMMATIVE ASSESSMENT ACTIVITIES

Study Guide 4 – Management & Controlling Skills
Practical Assignment 1
US 242810


	Task 1
	C
	NYC

	Complete the activities below and ensure all attachments are placed at the back of this page and correctly labelled Attachment 4 in the top right hand corner
	
	


1. Prepare a budget proposal, based on the budget needs of the business plan of the business unit.  Include the following in your proposal:
a. Draw up a budget breakdown, indicating planned activities and estimated costs.

b. Substantiate estimated costs and indicate how the figure was calculated.
c. Present this budget proposal and breakdown to the business unit and obtain your manager’s signature to indicate his approval.  
d. Submit your proposal to your Financial Assistant/Manager and the Assessor. (Your Financial Assistant/Manager will need this in order to complete the feedback questionnaire)
e. Indicate estimated timeframes for income and expenditure for a specific business unit activity.
Ask your financial assistant/manager to complete the following questionnaire in order to provide feedback to you in terms of your budgeting development areas.
2. BUDGET PROPOSAL FEEDBACK

Instructions:

Please read each statement and decide to what extent you agree or disagree, by marking the appropriate block with an “X”.  Use the following rating scale:

1 – disagree strongly  / 2 – disagree  / 3 – unsure  / 4 – agree  /  5 – agree strongly

	Employee Details
	Date of Presentation
	Department
	Time

	Manager/FA Details
	Manager/FA Signature
	Department
	Venue

	Statement
	1
	2
	3
	4
	5

	i.e. Budgets projections are always done accurately in organisations
	
	X
	
	
	

	Analysed the past budget of the business unit to forecast budget needs
	
	
	
	
	

	Applied the concept of a zero based budgeting in preparing the budget proposal
	
	
	
	
	

	Justified budgeted amounts for activities in terms of research/rational projections and previous experience
	
	
	
	
	

	Based his/her budget proposal on the business plan of the unit 
	
	
	
	
	

	Used an existing system to ensure budget items are recorded correctly
	
	
	
	
	

	Comments about budgeting technique used:   

	

	

	

	

	Areas to improve on:

	

	

	

	


Tips:

1. Ensure that your name, ID no, signature and date is on each page that you are handing in - on the top right hand corner of each page.

2. Use the above points in each Task List as a checklist to make sure that you have covered everything 

3. Remember you are working towards a Management Level 4 qualification, so well presented and formatted documents count.

4. Remember your assessor cannot see inside your head as to what you were thinking when you wrote your report, so don’t make assumptions – be specific and detailed and use headings.

	Assessment Feedback


	Learner Name
	
	Learner ID
	

	Assessor Name
	
	Assessor Number
	


	Judgement

	US Title
	US No
	Credits
	Level
	C / NYC

	Monitor the level of service to a range of customers 
	242829
	5
	4
	

	Manage Expenditure against a budget 
	242810
	6
	4
	


	Comments from Learner:




	Assessor’s feedback remarks




	Declaration by Learner

	I, __________________________________ declare that I am satisfied that the feedback given to me by the Assessor was relevant, sufficient and done in a constructive manner. I accept the assessment judgment and have no further questions relating to this particular assessment. 

	Learner Signature
	
	Date
	

	Assessor Signature
	
	Date
	

	Moderator Signature
	
	Date
	


	Learners Evaluation Report


Place the Assessors Evaluation Report behind this page too.

	Learner’s  Name
	
	ID
	
	Signature
	

	Assessor’s Name
	
	ID / Reg No
	
	Signature
	

	Date of observation
	
	Date of feedback
	
	Date of re-assessment
	


	Unit standards assessed in this workbook
	US No
	Credits
	NQF Level

	Monitor the level of service to a range of customers 
	242829
	5
	4

	Manage Expenditure against a budget 
	242810
	6
	4


1. Overall Evaluation of the assessment

What went well for you?

What would you have liked to see done differently during the assessment?

	2. Questions about the Assessment 
	Yes
	No

	1. Were you informed of the key elements of the NQF? By the facilitator / assessor
	
	

	2. Were you informed of the purpose of assessment?
	
	

	3. Did the assessor explain the outcomes & associated criteria that would be assessed?
	
	

	4. Did the assessor explain the unit standard?
	
	

	5. Did the assessor explain assessment methods & instruments that would be used?
	
	

	6. Did the assessor inform you about the reassessment process?
	
	

	7. Did the assessor inform you about the appeals procedure?
	
	


	3. Questions about the Assessor 
	Yes
	No

	1.  Did they confirm that they are a registered assessor for this unit standard?
	
	

	2. Did the assessor encourage you to participate and provide input?
	
	

	3. Were you made to feel welcome and put at ease during the assessment?
	
	

	4. Were you provided with constructive feedback by the assessor?
	
	

	5. During the assessment did the assessor remain in the background (unobtrusive)?
	
	

	6. Did the assessor display a positive attitude & support you throughout the process?
	
	


Any other comments?

	Assessment Documents


A. PLACE THE PRE-ASSESSMENT DOCUMENTS FOR THIS MODULE AFTER THIS PAGE – Assessment Contract, Pre-assessment briefing, assessment plan, etc.

B. PLACE THE ASSESSORS EVALUATION FOR THIS MODULE 

AFTER THIS PAGE

C. PLACE THE ASSESSMENT REPORT FOR THIS MODULE

AFTER THIS PAGE
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