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CAREER CLUSTER

Hospitality and Tourism
INSTRUCTIONAL AREA

Marketing-Information Management
TRAVEL AND TOURISM
TEAM DECISION MAKING EVENT

PARTICIPANT INSTRUCTIONS

· The event will be presented to you through your reading of the General Performance Indicators, Specific Performance Indicators and Case Study Situation. You will have up to 30 minutes to review this information and prepare your presentation. You may make notes to use during your presentation.

· You will have up to 10 minutes to make your presentation to the judge (you may have more than one judge), followed by up to 5 minutes to answer the judge’s questions. All members of the team must participate in the presentation, as well as answer the questions.

· Turn in all of your notes and event materials when you have completed the event.

GENERAL PERFORMANCE INDICATORS

· Communications skills—the ability to exchange information and ideas with others through writing, speaking, reading or listening

· Analytical skills—the ability to derive facts from data, findings from facts, conclusions from findings and recommendations from conclusions

· Production skills—the ability to take a concept from an idea and make it real

· Teamwork—the ability to be an effective member of a productive group

· Priorities/time management—the ability to determine priorities and manage time commitments

· Economic competencies

SPECIFIC PERFORMANCE INDICATORS

· Describe methods used to design marketing research studies.  

· Discuss the nature of marketing research problems/issues.  

· Evaluate questionnaire design.  

· Identify sources of error and bias.  
· Describe types of rating scales.  
· Describe data-collection methods.  

· Explain characteristics of effective data-collection instruments.  

CASE STUDY SITUATION

You are to assume the role of a management team at APT Shuttle, a large local airport shuttle service. The marketing manager (judge) has asked for your analysis and recommendations regarding a customer satisfaction survey. 

APT Shuttle operates as a shared ride, door-to-door, ground transportation service. The company operates in a large metropolitan area of 4.5 million people and encounters a lot of competition within its marketing area. Started in 1979, APT Shuttle operates a fleet of vans that pick up passengers at their home, business or hotel and drives them to the airport. APT also picks up passengers at the airport and drives them to their desired destinations. Up to seven passengers can be transported per trip with 4.2 being the average. The vans may stop as often as four times on a trip either to or from the airport to pick up or drop off other passengers. 
Passengers can book their reservations in advance, online at the APT Shuttle website, or they can make a reservation by phone on their own or through their travel agent. Credit card information is taken at the time of the reservation and the company gives the passenger the option of including a driver gratuity at that time to minimize cash handling for the drivers and the passengers. 
APT Shuttle is always looking for customer feedback to help improve the service and ultimately to improve the business. Recently, an intern was asked to put together a customer survey evaluating the passenger’s most recent experience with APT. The marketing manager (judge) would like you to review, evaluate and modify the survey as needed. A copy of that survey has been provided to you. In addition, survey delivery methods need to be discussed.

The APT Shuttle marketing manager (judge) has requested a meeting with your management team to obtain your analysis and recommendations regarding the customer satisfaction survey prepared by the intern. Specifically, your presentation must address the following:

· Discuss and evaluate the appropriateness and the order of the questions on the survey.
· Discuss and evaluate the type of response the customer is asked to give to each question.

· Are there any additional questions or information items that should be asked on this survey? Please explain.

· Identify and explain any specific changes you would recommend to the questions and responses.

· Explain the various delivery methods that could be used to distribute this survey to customers. Evaluate the advantages and disadvantages of each and give your recommendation regarding method of survey distribution.

You will present an analysis to the marketing manager (judge) in a meeting to take place in the manager’s (judge’s) office. The marketing manager (judge) will begin the meeting by greeting you and asking to hear your ideas. After you have presented an analysis and have answered the marketing manager’s (judge’s) questions, the manager (judge) will conclude the meeting by thanking you for your work.

APT Shuttle Customer Survey

What is your age?     __________

What is your annual household income?  __________________

Gender:      _____Male         _____Female
1) How did you make your most recent APT Shuttle reservation?

_____Phone

_____On APT Shuttle website
_____Through a travel agent

2) How far in advance did you make your reservation?

_____Same day
_____1-7 days

______7-14 days
_____14-30 days 
_____More than 30 days in advance

3) When booking your most recent reservation with APT Shuttle, how easy was it for you to actually make the reservation?

_____Extremely easy



_____Very easy

_____Quite easy

_____Fairly easy

_____Not very easy

4) Don’t you think that APT Shuttle is a good value?      
 _____Yes 
 _____No      _____Undecided





      (Continued)
 (Survey Continued)

5) On your most recent trip, what was the most important reason you selected APT Shuttle over other services?  (Check only one)

_____Price





_____Less waiting time

_____Driver friendliness and courtesy

_____Cleanliness of vehicle

_____Dependability




_____Previous positive experience


_____GPS in all vehicles 



_____Other__________________________
6) Do you like the way that you can pay for your APT Shuttle ride in advance with a credit card and that the gratuity can be included at the same time?

_____Yes


_____No


_____Undecided
7) How often do you take the APT Shuttle? 
 _____Often   _____Seldom   _____First Time

8) When choosing a ride to the airport, please rank your top three choices by placing a “1” in front of the most likely and a “2” and “3” in front of your next choices: 
_____Airport Connection


_____City Taxi
_____APT Shuttle



_____Friend/Relative
_____Arcade Transit



_____Private Limo
_____Becker Express



_____Skybus
9) How likely are you to recommend APT Shuttle to your friends and acquaintances?

__________________________________________________________________  

Thank you for your feedback!
JUDGE’S INSTRUCTIONS

You are to assume the role of marketing manager at APT Shuttle, a large local airport shuttle service. You have asked your management team (participant team) for their analysis and recommendations regarding a customer satisfaction survey. 

APT Shuttle operates as a shared ride, door-to-door, ground transportation service. The company operates in a large metropolitan area of 4.5 million people and encounters a lot of competition within its marketing area. Started in 1979, APT Shuttle operates a fleet of vans that pick up passengers at their home, business or hotel and drives them to the airport. APT also picks up passengers at the airport and drives them to their desired destinations. Up to seven passengers can be transported per trip with 4.2 being the average. The vans may stop as often as four times on a trip either to or from the airport to pick up or drop off other passengers. 

Passengers can book their reservations in advance, online at the APT Shuttle website, or they can make a reservation by phone on their own or through their travel agent. Credit card information is taken at the time of the reservation and the company gives the passenger the option of including a driver gratuity at that time to minimize cash handling for the drivers and the passengers. 

APT Shuttle is always looking for customer feedback to help improve the service and ultimately to improve the business. Recently, an intern was asked to put together a customer survey evaluating the passenger’s most recent experience with APT. You would like your management team (participant team) to review, evaluate and modify the survey as needed. A copy of that survey has been provided to you. In addition, survey delivery methods need to be discussed.

You have requested a meeting with your management team (participant team) to obtain their analysis and recommendations regarding the customer satisfaction survey prepared by the intern. Specifically, the presentation must address the following:

· Discuss and evaluate the appropriateness and the order of the questions on the survey.

· Discuss and evaluate the type of response the customer is asked to give to each question.

· Are there any additional questions or information items that should be asked on this survey? Please explain.

· Identify and explain any recommended changes to the questions and responses.

· Explain the various delivery methods that could be used to distribute this survey to customers. Evaluate the advantages and disadvantages of each and give a recommendation regarding method of survey distribution.

The management team (participant team) will present the analysis to you in a meeting to take place in your office. You will begin the meeting by greeting the management team (participant team) and asking to hear about their ideas.

APT Shuttle Customer Survey

What is your age?     __________

What is your annual household income?  __________________

Gender:      _____Male         _____Female

1) How did you make your most recent APT Shuttle reservation?

_____Phone

_____On APT Shuttle website
_____Through a travel agent

2) How far in advance did you make your reservation?

_____Same day
_____1-7 days

______7-14 days
_____14-30 days 

_____More than 30 days in advance

3) When booking your most recent reservation with APT Shuttle, how easy was it for you to actually make the reservation?

_____Extremely easy



_____Very easy

_____Quite easy

_____Fairly easy

_____Not very easy

4) Don’t you think that APT Shuttle is a good value?      

 _____Yes 
 _____No      _____Undecided






      (Continued)
 (Survey Continued)

5) On your most recent trip, what was the most important reason you selected APT Shuttle over other services?  (Check only one)

_____Price





_____Less waiting time

_____Driver friendliness and courtesy

_____Cleanliness of vehicle

_____Dependability




_____Previous positive experience


_____GPS in all vehicles 



_____Other__________________________

6) Do you like the way that you can pay for your APT Shuttle ride in advance with a credit card and that the gratuity can be included at the same time?

_____Yes


_____No


_____Undecided
7) How often do you take the APT Shuttle? 
 _____Often   _____Seldom   _____First Time

8) When choosing a ride to the airport, please rank your top three choices by placing a “1” in front of the most likely and a “2” and “3” in front of your next choices: 

_____Airport Connection


_____City Taxi

_____APT Shuttle



_____Friend/Relative

_____Arcade Transit



_____Private Limo

_____Becker Express



_____Skybus

9) How likely are you to recommend APT Shuttle to your friends and acquaintances?

__________________________________________________________________  

Thank you for your feedback!

After the management team (participant team) has presented the analysis you are to ask the following questions of each team: 

1. Identify some expenses that could seriously impact the profitability of APT Shuttle.
2. What are the benefits of doing your market research “in-house” instead of contracting the job out to an independent research firm?

Once the management team (participant team) has answered your questions, you will conclude the meeting by thanking them for their work.

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

Possible Responses:

While participants will find many survey items in need of improvement, some of the more obvious would include:

Quest 2: Responses overlap. What should be selected if reservation was made 7 days ago?

Quest 3: Responses not easily measured--little separation and potential overlap.

Quest 4: Leading question. Need neutral phrasing, “do you think that…”

Quest 6: Asking for two evaluations in the same question—credit cards and gratuities.  Two 

separate questions are needed.

Quest 7: Does not adequately measure frequency since “often” and “seldom” are undefined.
Quest 8: An “other” choice should be listed along with a space to state that choice.

Quest 9: A rating scale instead of an open-ended response would likely work better.

JUDGING THE PRESENTATION

Team members, assuming the role of a management team for the business represented, will analyze a case situation related to the chosen occupational area. The team will make decisions regarding the situation, and then make an oral presentation to the judge. The role of the judge is that of an executive for the business.

Participants will be evaluated according to the Evaluation Form.

Please place the name and identification number label on the Scantron sheet (unless it has already been done for you).

Participants will have a 30-minute preparation period and may make notes to use during the role-play.

During the first 10 minutes of the presentation (after introductions), the team will present their analysis, their decisions and the rationale behind the decisions. Allow the teams to complete this portion without interruption, unless you are asked to respond.

During the next 5 minutes, you may ask questions of the team to determine their understanding of the situation presented. Each member of each team should respond to at least one question. To ensure fairness, you must ask each team the same questions. After asking the standard questions, you may ask other questions for clarification specific to the current team.

After the questioning period, please thank the team and state that they will be notified of your decision soon. Then complete the Evaluation Form, making sure to record a score for all categories. The maximum score for the evaluation is 100 points. The presentation will be weighted at twice (2 times) the value of the exam scores.

A maximum score of “Exceeds Expectations” in any category means that, in your opinion, the information is presented effectively and creatively; nothing more could be expected of an employee.

A “Meets Expectations” rating means that the information is presented well. Though there may be a few minor problems or omissions, they are not significant. Creativity, however, is not shown to any great degree. A combined total score of 70 or better on the written and presentation sections will earn the participant team DECA’s Certificate of Excellence at the international conference.

A “Below Expectations” score means that the information presented does not meet minimum standards of acceptability.

A “Little/No Value” score means either that some major flaw has been noted that damages the effectiveness of the presentation (this may be a major omission, a serious misstatement or any other major flaw) or that the information presented is of no value (does not help the presentation at all).

We hope you are impressed by the quality of the work of these potential managers. If you have any suggestions for improving the event, please mention them to your series director.
We thank you for your help.
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	TRAVEL AND TOURISM TEAM DECISION MAKING, 2014
JUDGE’S EVALUATION FORM
STATE EVENT

INSTRUCTIONAL AREA: Marketing-Information Management

	Participant: _____________________________

Participant: _____________________________

I.D. Number: ____________________________


	Did the participant:
	Little/No 

Value
	Below Expectations
	Meets Expectations
	Exceeds Expectations
	Judged 

Score

	PERFORMANCE INDICATORS

	1.
	Describe methods used to design marketing research studies?
	0-1-2-3
	4-5-6
	7-8
	9-10
	

	2.
	Discuss the nature of marketing research problems/issues?
	0-1-2-3
	4-5-6
	7-8
	9-10
	

	3.
	Evaluate questionnaire design?
	0-1-2-3
	4-5-6
	7-8
	9-10
	

	4.
	Identify sources of error and bias?
	0-1-2-3
	4-5-6
	7-8
	9-10
	

	5.
	Describe types of rating scales?
	0-1-2-3
	4-5-6
	7-8
	9-10
	

	6.
	Describe data-collection methods?
	0-1-2-3
	4-5-6
	7-8
	9-10
	

	7.
	Explain characteristics of effective data-collection instruments?
	0-1-2-3
	4-5-6
	7-8
	9-10
	

	21st CENTURY SKILLS

	8.
	Reason effectively and use systems thinking?
	0-1
	2-3
	4
	5-6
	

	9.
	Make judgments and decisions, and solve problems?
	0-1
	2-3
	4
	5-6
	

	10.
	Communicate clearly and show evidence of collaboration?
	0-1
	2-3
	4
	5-6
	

	11.
	Show evidence of creativity?
	0-1
	2-3
	4
	5-6
	

	12.
	Overall impression and responses to the judge’s questions
	0-1
	2-3
	4
	5-6
	

	TOTAL SCORE
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