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Sample Schemes of Work and Lesson Plans

GCE in Travel and Tourism

OCR Advanced Subsidiary GCE in Travel and Tourism H189/H389

Unit G721: Customer service in travel and tourism
This Support Material booklet is designed to accompany the OCR Advanced GCE in Travel and Tourism specification for teaching from September 2009.
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Sample Scheme of Work: 4OCR GCE in Travel and Tourism Unit G721: Customer service in travel and tourism


Sample Lesson Plan: 7OCR GCE in Travel and Tourism Unit G721: Customer service in travel and tourism




A Guided Tour through the Scheme of Work
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	OCR GCE in Travel and Tourism Unit G721: Customer service in travel and tourism

	Suggested teaching time
	3-4 hours
	Topic
	3.2.1 Principles of customer service
3.2.2 How needs of external and internal customers are met in a chosen organisation

	Topic outline
	Suggested teaching and homework activities 
	Suggested resources
	Points to note

	Candidates need to understand the benefits of customer service to both external and internal customers and the organisation.
	To introduce customer service to candidates.

To understand the importance of customer service in travel and tourism.

Discuss and make a list of types of customers.

Discuss why customers are important.

Brainstorm benefits of customer service to different organisations.
	Whiteboard or interactive media – ie power-point.

Pre-printed handouts or power-point slide on internal and external customers (see lesson plan).
	This is an introductory lesson and will set the scene for this unit.  It is important that candidates try to relate good customer service to their own experience.  Getting candidates to contribute from personal reflection is a key to enabling them to appreciate effective customer service.

Introduce two key terms: internal customers and external customers.

Candidates need to understand that customers must be given the highest standards of service so that they come back again and also tell their friends and family about their good experiences. 

Candidates need to understand that the provision of excellent customer service is everyone’s responsibility within an organisation and extends to internal as well as external customers.  

	Identifying the internal and external customers of a range of travel and tourism organisations and then research, analyse and evaluate the different needs of those customers.
	Class split into small groups (approx three to four candidates).

Each group is given a fictitious travel and tourism organisation – eg theme park, animal attraction, major day event, hotel, airport.

Each group to write down what services and facilities are provided by their organisation.

They then decide all the categories of people who would work at the organisation or who would have a direct link (internal customers) and what categories would be visitors or customers (external).

Link the services and facilities to the different customers and work out how their needs would be met.

Now look at communication.  List the different ways in which information is given and exchanged.
	Flip chart paper, pens.
	This lesson is designed to get the themes of internal and external customers across.  If candidates can ‘design’ their own organisation (eg a theme park) they can identify the different groups of customers and then relate this to their needs.

It is important that candidates understand that clear communication is paramount in the delivery of good customer service.

	Candidates will review customer service for one chosen travel and tourism organisation.  The evidence will include:

· how the needs of internal and external customers are met in the candidate’s chosen travel and tourism organisation.
	Explanation of the importance of selecting a suitable travel and tourism organisation on which to base the research.
Coverage of the themes that are required to be investigated from an organisation.

Activity to decide what would be an appropriate organisation to use as a basis for research.
‘Selection process’ of looking at appropriate organisations and possibly voting on the most suitable.
	Access to the Internet.
If possible a supply of leaflets of local and regional visitor attractions.
	It is really important that candidates appreciate how crucial selecting an organisation is to the success of their research – too big and they won’t get individual support; too small and there won’t be sufficient scope.

They need to realise that an organisation needs to be selected which is able to give a tailored talk on the needs of internal and external customers and provide opportunity for further research.  They also will need to be able to carry out personal investigations.

They also need to consider access, cost and travel arrangements.


OCR GCE in Travel and Tourism Unit G721: Customer service in travel and tourism
Introducing the customer service unit
OCR recognises that the teaching of this qualification above will vary greatly from school to school and from teacher to teacher. With that in mind this lesson plan is offered, as a possible approach but will be subject to modifications by the individual teacher.

Lesson length is assumed to be one hour.
Learning Objectives for the Lesson
	Objective 1
	To recognise the relevance of customer service 

	Objective 2
	To understand the importance of customer service in travel and tourism

	Objective 3
	To introduce two key terms: internal customers and external customers 


Recap of Previous Experience and Prior Knowledge
· This is the first, and therefore introductory, lesson to this subject therefore there will be no recapping of previous lessons.

Content

	Time
	Content

	5 minutes
	Settling in and ready with pen/paper etc. Explanation of new unit title.

	10 minutes
5 minutes
	Introductory Activity: Think of five everyday situations when you are a customer and receiving customer service  - this does not have to be travel related.  Examples might include buying clothes in a shop, enquiring about a form in a Post Office, having a driving lesson, getting a new bus pass, getting advice from a call centre or on-line company.

Quickly de-brief main characteristics of customer service: advice, sales, support (eg technical), communication and service.

	10 minutes
	Class discussion: Why is good customer service so important in the travel and tourism industry?

Write key points on white board or if using interactive media add them to the presentation (expected answers might include expectation of customers, high standards and reputation of certain companies, paying for a service or experience, professionalism of staff, organisations want repeat business, time efficiency, less complaints, etc.).


	15 minutes
	Explain that there are two broad categories of customers in organisations: external and internal customers. Give a brief explanation of who would be the internal customers and external customers in a theme park. 

In small groups or pairs ask candidates to suggest the internal and external customers for one of the following: travel agency, museum, zoo, tourist information centre, airport, airline, tour operator, coach operator, hotel


Consolidation

	Time
	Content

	10 minutes
	Provide handout or slides which gives the definitions and examples of internal and external customers as in the OCR specification for the unit.

External customers are an organisation’s consumers or visitors: they usually pay for products and expect to be treated well:
· There are different types of external customers and categorising will depend on the type of organisation.

Internal customers These are members of staff within an organisation or outside suppliers who contribute towards the service that is provided to external customers including:
· colleagues

· management and supervisors

· staff teams

· employees of other organisations eg staff at a catering outlet in a visitor attraction.

	5 minutes
	Ask candidates to go away and think about one example where they have given customer service. Examples might include baby-sitting, part-time job, work experience etc.  Explain that part of the course will involve them completing a series of role plays and that it is important to start thinking about situations where they find themselves experiencing customer service – either as an internal customer or as an external customer.


= Innovative Teaching Idea


This icon is used to highlight exceptionally innovative ideas.





= ICT Opportunity 


This icon is used to illustrate when an activity could be taught using ICT facilities.
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