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              THE KENYA NATIONAL EXAMINATIONS COUNCIL

ASSESSOR’S GUIDE
PRODUCT CHECKLIST
	Candidate’s name & Registration No. 
	

	Assessor’s name & Reg. code
	

	Unit(s) of Competency
	

	Venue of Assessment
	

	Date of assessment
	

	Items to be evaluated:
	Maximum marks to allocate
	Marks 
obtained
	Comments

	Exhibit attributes of a good tour reservation personnel
· Good grooming
· Greeting the customer
· Well organized 
· Customer well received
· Work etiquettes 

	
05
	
	

	Demonstrate how to handle tour enquiries
· Answer customer questions
· Uses tour materials
· Eye contact
	
03
	
	

	Show how to handle customer complaints
· Listen keenly
· Does not interrupt
· Take notes
· Empathize 

	
04
	
	

	Show customer feedbacks
· Respond
· Assures
· Restore confidence
· Listening 
· Exit surveys

	

10
	
	

	Show ways of receiving and recording customers’ feedback 
· Eye contact
· Smiling
· Speaking
· Positive attitude
· Welcoming
· Allowing customer talk
· Gives options
· Emphasize
· Directs
· Guides
	

          10
	
	

	Clearly communicate terms & conditions: 
· Reservations & Bookings
· Cancellations & Amendments
· Payments & Deposits
· Risks & Liabilities
· Privacy Policy
· Rules and regulations 
· Inclusions & exclusions
· Insurance
	
       08
	
	

	TOTAL
	40
	
	

	
The candidate was found to be:                       Competent                   Not yet competent


       (Please tick as appropriate)
    (The candidate is competent if s/he gets 50% of the total items correct. 

	Feedback from candidate:


	Feedback to candidate:


	Candidate’s signature:
	Date:

	

	Assessor’s signature:
	Date:
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