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WHAT WILL | LEARN FROM EBS?



The EBS content is organised into four units:

Unit 1 Unit 2 Unit 3 Unit 4

Understanding Basic Marketing Customer Relations Business
Business Activities Investigation




1. Understanding Business Activities

1.1 Introduction to Business

1.2 Businesses in Singapore Service Industry

Purpose of Business

Activities

Classification of Businesses
According to Output

Resources for Business

Activities

Competition and Trends

Travel & Tourism

Types of Businesses

Careers and Career Paths

Hospitality

Types of Businesses

Careers and Career Paths

Retail

Types of Businesses

Careers and Career Paths




2. Basic Marketing

2.1 Introduction to

2.2 Know Your

2.3 The Marketing

Marketing Customers Mix
Grouping Understanding Product Price Place Promotion Applying
of Customer the
Customers Needs and Marketing
Wants Mix
|| Concept of Products Factors to Factorsto Promotion
MNeeds and 1 Aspects consider | H consider Technigues
Wants when when a
. settin decidin
Branding , g 8
| Market Survey | H price on place
. Online
— Packaging Pricing | IS
. Presence
Techniques
| Support
Services




3. Customer Relations

3.1 Communicating with the Customer

3.2 Customer Service

Uses of Communication | Communication|| Personal Quality Customer service at
Communication Skills Methods Grooming Service various interaction points
Verbal Face-to-face Personal Approaching
Hygiene Customers
MNon-verbal Written Dressing Presenting Product
Information
Written Telephone Closing Customer

Experience

Providing
After-sales Service

Performing Service
Recovery




BUSINESS INVESTIGATION
PROCESS

GATHERING ANALYSING AND SUGGESTIONS/
INFORMATION REPORTING ON RECOMMENDATIONS
FINDINGS
e
/ - IDENTIFY
INFORMATION S
NEEDED i |
+ IDENTIFY WHERE TO
FIND THE }

INFORMATION-
PRIMARY AND
SECONDARY
SOURCES




HOW WILL EBS BE ASSESSED?



SCHEME OF ASSESSMENT

1 ASSESSMENT MODE

The assessment comprises two compulsory papers. Paper 1 is a written paper and Paper 2 takes the form
of a coursework.

2 SPECIFICATION GRID

Paper Description Marks Overall Duration

Weighting
1 There will be 4 compulsory questions from Units 100 60% 1 hour 30 mins
Written 1 to 3 of the syllabus, comprising short

response and structured questions:

(i) with helping words;

(i) requinng short answers, not necessarily In
complete sentences.

2 The coursework requires candidates to conduct 80 40% 20 hours of
Coursework | a business investigation, making use of content curriculum time
and skills acquired from Units 1 to 4 of the over 10 to 14
syllabus. weeks

Candidates in a class are required to choose
different businesses in the selected service
industry.

A total of 20 hours must be assigned during
curriculum time to facilitate the completion of
the coursework.




ASSESSMENT OBJECTIVES

Candidates are expected to:
AO1: Knowledge and Understanding

e Demonstrate knowledge and understanding of business activities and concepts, techniques and skills in
marketing and customer relations in the context of the Travel and Tourism, Hospitality, and Retail
industries.

AO2: Application

e Apply knowledge and understanding of marketing and customer relations to a variety of business
scenarios.

e  Gather, select and interpret different sources of information in conducting an investigation of a chosen
business.

AQ3: Analysis and Evaluation

e Analyse and evaluate information in a variety of business scenarios in order to make reasoned
judgements, recommendations and decisions.



HOW DOES PAPER 1 WRITTEN
PAPER LOOK LIKE?



AO1.
Knowledge and
Understanding

* Demonstrate knowledge
and understanding of
business activities and
concepts, techniques and
skills in marketing and
customer relations in the
context of the Travel and
Tourism, Hospitality, and
Retail industries.

3

24/7 Local is a chain of convenience stores located throughout Singapore.

(a) Identify, with a tick ("), three characteristics of a convenience store.

located along busy roads or at petrol stations

have large stores

open seven days a week

encourage self service

staff have specialised knowledge of all the products they sell

(2]
(b} 24/T7 Local provides customers with a varnety of products.
State which of the following is a good and which is a service.
s Ready-to-eat Meal e 2]

(c) Staff at 24/7 Local need to provide customer service.

(i) Select the most appropriate words to complete the sentence about providing customer
service. Do NOT use the same word more than once.
positively questions information present
business service after sales wants
To provide agood level of ... 1ocustomers, staff at 24/7 Local will
need to listen to customers' needs and ... . Then staff will have to
ANSWEr any ....coooovoeeeeeceeeeeeee. OF Objections and ... the

product to the customer. [4]




AO2:
Application

* Apply knowledge and
understanding of marketing
and customer relations to a
variety of business
scenarios.

(ii)

(iii)

Explain two reasons why providing quality customer service is important to 24/7 Local.

A customer returned to the store with an expired packet of milk.

Describe how staff at 24/7 Local could handle the situation.




AO3:
[ ]
Analysis and
I ® (d) 24/7 Local uses promotion to attract new customers to the store.
Eva u at I O n Suggest two appropriate promation technigques for 24/7 Local. Explain one reason for each

choice of promotion technique.

Promotion technigue T
* Analyse and evaluate |
. . . . D AN A O et
information in a variety of
business scenariosinorder | T
tO make reasoned ___________________________________________________________________________________________________________________________________________________
° jUdgementS’ ...................................................................................................................................................
recommendatlons and Promotion teChNIgUE 2 e
deCiSionS. X planat O




HOW DOES PAPER 2 COURSEWORK
LOOK LIKE?



Task 1: Information Gathering

1  Name your chosen business and state its physical location.

Based on requirements in Tasks 2 to 5, provide relevant information about your business
from two primary and a variety of secondary sources on:

» the nature of the business and its customers

e its marketing mix and customer service

« competition and trend affecting the business

(a) Examples of primary sources are:
e survey questionnaires and results
e observation notes
e photographs from onsite observations of the business/competition [8]

(b) Examples of secondary sources are:
e the business’s own website and/or social media
o otherrelated websites or online reviews
e brochures, printed advertisements
e newspapers, magazines and other printed materials [8]




Task 2: Nature of the Business and its Customers

Based on the information you gathered in Task 1:
2 (a) Describe the nature of the business

You may include, for example:

e What type of business it is within the industry

e What are its main categories of products

e What the business is best known for

e How many outlets it has in Singapore/globally [8]

(b) Describe the types of customers the business attracts, and the needs and wants of these
customers.

You may include, for example:

e types of customers according to their age, gender, occupation, income, lifestyle,
geographical location, etc.

e the needs and wants of these customers that the business helps to satisfy [8]




Task 3: Marketing Mix and Customer Service of the Business

Based on the information you gathered in Task 1:

3 (a) Explain how the marketing mix is used by the business to meet its customers’ needs and
wants.

(b)

You may include, for example:

Product — what the business offers and how attractive it is to customers

Price — techniques used by the business and how they appeal to customers

Place — how/where customers in Singapore can buy the products

Promotion — techniques used by the business and how they appeal to customers [8]

Explain how the business has provided customer service, giving examples of good and/or
poor service.

You may include, for example, how customer service is provided when the business’s staff:

approach customers

present product information to customers

close the customer experience

provide after-sales service

perform service recovery [8]




Task 4: Competition and Trend in the Service Industry

Based on the information you gathered in Task 1:
4 (a) Describe competition and trend that the business might need to be aware of.

You may include, for example:
e a competitor of the business and what it offers to customers
e achanging customer expectation and/or technological development [8]

(b) Explain how competition and trend might affect the customer experience provided by the
business.

You may include, for example:

e how customer experience might or might not change in response to competition

e how customer experience might or might not change in response to a changing
customer expectation and/or technological development [8]




Task 5: Decision-making and Recommendation

Based on everything you now know about your chosen business:

5 (a) Make two suggestions to improve the marketing mix of the business. Support your
suggestions with reasons from your findings in Tasks 1 to 4.

In making your suggestions you may include, for example:

o different aspects of the marketing mix to improve

e how to improve these aspects of the marketing mix

e reasons for these improvements based on your findings from Tasks 1 to 4 [8]

(b) Recommend which one of the two improvements suggested in 5(a) the business should
adopt. Consider the impact this recommendation might have on the business and on its
customers.

In making your recommendation you may include, for example:
* the different ways in which this recommendation will affect the business itself
» how the business’s customers will be affected by this recommendation [8]




WHAT IS THE LEARNING
EXPERIENCE LIKE?
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Use of e-Pedagogy
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Ch1 - Introduction to Business

Made with whimsy

What do hawkers need
in order to run their
hawker stalls?

sammi

1. The ability to attract
customers and to get the
customers to buy their food
along with successors to
continue dishing up local
delights after they retire.

2. Yes itis a type of business.
3. The ageing hawkers children
are uninterested in carrying on
the family business.

4.

Jun hong

1) Customers ,dishes that
attracts people
2) Yes. As hawkers serves food

Is running a hawker stall
a type of business?

S —
Uifa

1) Making sure the products for

| the food is restock as she

needs to make the food.

2) The owner of the store has to
face challenges of learning how
to cook desserts from scratch,
sourcing ingredients to prepare
healthier options and expanding
the menu to attract more
customers.

3) Many stalls are increasingly
adopting technologies to
improve their operations as well
as increase their customer
base.

4) Hard work and patience. The
number of customers.

Donovan

1) They will need to attract
customers with the food their
making

o =2 ad¥

What are some trends

affecting the hawker
business?

1) The ability to face challenges

{ of learning how to cook from

scratch and sourcing for
ingredients to prepare healthier
options.

2) Yes. It is a food and
beverages business.

3) The hawker culture is facing
the tech-savvy.

shuhan

1) The food need to delicious
and affordable
2) Running a hawker stall is a

What personal qualities
ans skills do you think
entrepreneurs like Aericul
Chng may need to
succeed in her business?
What are the risks and
rewards she may face?

sining

1) the ability to get customers
to buy their products

2) yes running a hawker stall is
a business because Singapore
nominated hawker culture as
part of out cultural heritage in a
bid to preserve it.

3) hawker culture is facing the
tech-savvy

Qistina

1) More people to run the
business and attract more
people.



Use of e-Pedagogy
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E':G SLS |MOELIBRARY" What is the Marketing Mix?

You're in the Lesson View mode.

@ Activity Details
® 1. Concrete Experience - What is Marketing Mix? Aty Rces
We will use the Experiential
@ Active Learning Process
Watch the following animated video on The 4Ps of the Marketing Mix. This is to

introduce an experience that engages your senses - visual and auditory.
® VIEW
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The content of this animated video was adapted with permission from Paxton Patterson
- College and Career Ready Labs.
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Learning Experience




Learning Experience




Learning Experience
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What qualities should | possess to
do well in EBS?

* Very good command of English
* Full attendance in school
e Keen Interest in the service industry



What courses can | take at ITE?

School of Applied & Health Sciences

» Nitec in Applied Food Science

= Nitec in Chemical Process Technology

= Nitec in Community Care & Social Services
= Nitec in Nursing

« Nitec in Opticianry

ool of Business & Services

Nitec in Beauty & Wellness
= Nitec in Business Services
» Nitec in Floristry

= Nitec in Hair Fashion & Design

= Nitec in Logistics Services

= Nitec in Retail Services

Nitec in Retail Services (3-year)
Nitec in Travel & Tourism Se

School of Design & Media

= Nitec in Architectural Technology

= Nitec in Digital Animation

= Nitec in Fashion Apparel Production & Design
= Nitec in Interior & Exhibition Design

= Nitec in Product Design

= Nitec in Video Production

= Nitec in Visual Communication

School of Engineering

School of Hospitality

Nitec in Aerospace Avionics

Nitec in Aerospace Machining Technology

Nitec in Aerospace Technology

Nitec in Automotive Technology

Nitec in Built Environment (Mechanical & Electrical Services)
Nitec in Built Environment (Mechanical & Electrical Services) (3-
year)

Nitec in Built Environment (Vertical Transportation)

Nitec in Digital & Precision Engineering

Nitec in Electrical Technology (Lighting & Sound)

Nitec in Electrical Technology (Power & Control)

Nitec in Mechanical Technology

Nitec in Mechanical Technology (3-year)

Nitec in Mechatronics & Robotics

Nitec in Rapid Transit Technology

fec in Urban Greener™s

Nitec in Asian Culinary Arts
Nitec in Hospitality Operations
Nitec in Pastry & Baking

Nitec in Western Culinary Arts




For any enquiries, please feel free to
reach out to the following EBS teachers:

Mr Alex Yong Mdm Anna Goh Mr Edison Han
alex_yong_sheng_an@moe.edu.sg  goh_anna@moe.edu.sg  adison han@moe.edu.sg




