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TOURISM, HOSPITALITY & SPORT
EDUCATION & TRAINING AUTHORITY




DESIGN AND DEVELOPMENT OF CUSTOMER SERVICE PROGRAMME

REQUEST FOR QUOTATIONS.

SECTION 1: BACKGROUND

The Tourism, Hospitality & Sport Education & Training Authority (THETA), a statutory body established in terms of Skills Development Act, No. 97 of 1998, is required to ascertain that individuals and organisations that will be directly serving tourists during FIFA 2010 World Cup comply with the customer services required to sustain tourists during and beyond the World Cup 2010. The overall objectives of THETA are to: 
	1. Design and develop customer service programme based on registered unit standards. See listed unit standards below

	2. Convert the designed and developed programme into a computer programme with visuals and assesment 

	3. Train the trainers and assessors who will be implementing the programme


SECTION 2: SCOPE OF SERVICE
The Customer Care Project is managed and funded by THETA thus THETA is inviting training providers to quote Designing and Developing two Customer Service Programmes (“Introduction to Customer Services” and “Advanced Customer Service”) based on THETA registered and identified unit standards valued at 47 Credits (see a list of unit standards below). The following is the scope of service.
1. Design and develop 2 customer service programmes based on THETA registered unit standards. The following documents need to be developed.
· Programme Strategy

· Curriculum / unit standard analysis

· Roll-out strategy / plan

· Assessment Strategy

· Assessment Guide

· Assessment Instruments

· Learner Guide

· Learner workbook (PoE)

· Facilitator Guide

· Workplace and Practical Guide

· PowerPoint Presentation/s

· Visuals 

2. Design and develop the two Customer Service Programmes on video modular format. The programme has to be designed and developed as a computer based programme with visual delivery mechanism and assessed. The computer based programme must include Pre-assessment, Self-assessment and Post-assessment.
3. Submit a programme to ETQA for approval.
4. Train the facilitators and assessors on the use of the Customer Service Programme
5. Conduct a feasibility Study

· Design a tool that will be used by assessors and facilitators to give feedback on the use of the programme.
· Use the feedback tools to analyse customer care programme design, development and implementations and adjust the programme accordingly.

The following are customer service unit standards pre-selected by THETA for the programme
	PART 1
	INTRODUCTION TO CUSTOMER SERVICES (LEVEL 4)

	
	US No.
	Unit Standard Name
	Level
	Credits

	1. 
	12540
	Apply basic Customer Care in Tourism
	1
	7

	2. 
	7789
	Provide Customer Service
	4
	8

	3. 
	7791
	Display Cultural Awareness in dealing with customers and colleagues 
	4
	4

	4. 
	7703
	Provide Customer information and book external services
	3
	2

	5. 
	7710
	Deal with the Arrival of Customers
	3
	2

	Credits
	
	23

	PART 2
	ADVANCED CUSTOMER SERVICES SKILLS PROGRAMME (LEVEL 5)

	
	US No.
	Unit Standard Name
	Level
	Credits

	6. 
	8490
	Contribute to sustainable tourism in South Africa
	4
	4

	7. 
	14734
	Deal With Customers
	5
	8

	8. 
	7865
	Improve Service to customers
	5
	6

	9. 
	246740
	Care for Customers
	4
	3

	10. 
	7836
	Monitor Customer Satisfaction
	4
	3

	Credits
	
	24


Terms of Reference

1. The programme designed and developed will be THETA intellectual property, thus the programme will be controlled and managed by THETA internally.

2. Non compulsory briefing session will be held on the 5th of March 2010 at THETA offices at 09.00. 
3. Questions for clarification of issues will be considered by the THETA up to the close of business Monday, 8th of March 2010 and must be directed to mmaabo@theta.org.za . 

4. No verbal requests for information or clarification will be accepted. 

5. Queries should have a subject line of Customer Service Programme Clarification Request. 
6. The THETA does not guarantee to answer all queries.

7. Quotation to be submitted by the 09th of March 2010 by end of business (16.30).

8. Responses and submissions of quotations must be in one sealed package. The completed response and submissions must be returned to –

THETA, 
3rd Floor, Block E
Sandhurst Office Park

C/r Katherine Street and Rivonia Road,
Sandton.

Attention:  Supply Chain Office

Subject: Customer Service Programme Quote. 
9. Post, Email or Fax responses are NOT acceptable.

10. Submissions must reach Theta by no later than Tuesday, 09th February 2010 11h00.
11. No extensions for the return of the response or other submissions will be granted. 

12. Late submissions, no matter what the cause, will be automatically disqualified. 

13. All documentation and responses will be supplied and exchanged utilising standard Microsoft Office (Word, Excel and PowerPoint) products. 

14. Any attempt to gain information in a manner deemed to be unfair or disadvantageous to other respondents or any attempt to influence the outcome of the response evaluation will result in immediate disqualification from quoting process.

15. All costs associated with any aspect of developing a response to this quotation, including but not limited to service provider staff transport, accommodation, document collection, document delivery, are for the respondents account. 

16. All decisions are final and no further correspondence will be entered into.
17. Please ensure you have included all relevant information. You need to enclose the following
18.1.  Your proposal
18.2. Company profile

18.3. Tax Clearance Certificate

18.4.  Company Registration Certificate

18.5. Evidence of human resource and equipment

18.6.  (Financial viability)

18.7. References

THETA has a preference for awarding contracts to Historically Disadvantaged Individuals (HDI’s as defined in the Preferential Procurement Policy Framework Act 5 of 2000) and SMME’s (as defined in the National Small Business Act 102 of 1996). The successful bidder must have the administrative capacity, skills, and experience, to provide the services required. The successful service provider must operate in a manner which is empowering to all concerned, particularly THETA, as well as to HDI’s and SMME’s. The quotation will be scored utilising the 80/20 point system. 
Failure to complete this form will result in NO point allocation for HDI.

	Name
	Date and Position occupied in organisation
	Identity Number
	Date RSA OR TBVC citizenship obtained
	% Owned by HDI
	% Owned by Women
	% Owned by disables persons
	% Owned by other

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


Please support the above with copies of the relevant identity documents as well as copies of the company registration documents.
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