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Read through the scenario below and answer the questions that follow in 

groups of 2-4 students: 

 

Kevin is the manager of a 4 star Guesthouse in Rondebosch, Cape Town. The 
guesthouse is within walking distance from the University of Cape Town and 
most of their guests are parents with children attending the University. There 

are 15 rooms available at the guesthouse, and a small dining area that only 
caters for breakfast (included in the fee).  

 
Recently Kevin has noticed a significance increase in guest complaints, and 
has therefore decided to compile a list of the most important complaints he 

has to attend to: 
- Unfriendly and unhelpful staff 

- Outdated / impractical rooms 
- No dining facilities for lunch /dinner  
- Long check in procedures 

- Phone often engaged or not answered 
- Dusty rooms and dirty bathrooms 

 

 

   

1. Define the term empowerment? (3) 

   

2. Discuss why empowerment is essential in any service-driven 

establishment and give practical examples on how Kevin can empower 

his staff working at the guesthouse. 

(2+4) 

   

3. Provide your understanding of the term ‘quality circles’ and motivate 

whether you believe this would be a feasible option to implement in 

Kevin’s guesthouse. 

(2+2) 

   

4. Explain what Kevin’s role would be in the process, as well as what the 

quality circle team’s responsibilities would be. 

(4+4) 

   

5 Provide Kevin with some practical suggestions to:  

 5.1 Improve the ‘service image’ of the guesthouse. 

5.2 Enhance the guesthouse’ products / services. 

(4) 

(4) 

   

6. Give practical examples on what Kevin may do to develop a:  

 6.1 Positive ‘service culture’ towards customers 

6.2 Productive ‘organisational culture’ within the business – explain the 

ideal organizational culture and how the human dynamics in the 

guesthouse should reflect he culture.  

(4) 

(7) 
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