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Introduction

Background

OCR has produced a summary brochure, which summarises the Leisure and Tourism GCSE.  This can be found at www.ocr.org.uk, along with the new specification.

In response to reforms announced by the Government and in response to Ofqual mandated changes to GCSEs, unitised assessment of this qualification is being replaced by linear assessment from September 2012. This means that candidates commencing a two year course from September 2012 will take all of their GCSE units at the end of the course in June 2014. 

Controlled assessment tasks may still be undertaken at any point between release of the task by OCR and the examination series for which the task must be submitted. Each controlled assessment task will be valid for submission in a single examination series only. Centres must ensure that candidates undertake a task that is valid for submission in the year in which the candidate intends to submit it. 

The series in which each task can be submitted will be clearly marked on the front cover of each task. Tasks will not be valid for submission in any examination series other than that indicated.  

Tasks for the controlled assessment will be made available on OCR Interchange, ahead of the examination series for which the tasks are to be submitted. These will be removed upon expiry. Guidance on how to access controlled assessment tasks from OCR Interchange is available on the OCR website: www.ocr.org.uk.

In order to help you plan effectively for the implementation of the specification we have produced these Schemes of Work and Sample Lesson Plans for Leisure and Tourism. These Support Materials are designed for guidance only and play a secondary role to the Specification.  

Our Ethos

OCR involves teachers in the development of new support materials to capture current teaching practices tailored to our new specifications. These support materials are designed to inspire teachers and facilitate different ideas and teaching practices.
Each Scheme of Work and set of sample Lesson Plans is provided in Word format – so that you can use it as a foundation to build upon and amend the content to suit your teaching style and students’ needs.

The Scheme of Work and sample Lesson plans provide examples of how to teach this unit and the teaching hours are suggestions only. Some or all of it may be applicable to your teaching.   This particular scheme of work supports a more complex yet more practical approach to unit delivery.  Here the learning takes place in bitesize chunks which are then reinforced through a controlled assessment task.  This approach may work better in contexts where candidates require a more supportive and guided learning environment.
The Specification is the document on which assessment is based and specifies what content and skills need to be covered in delivering the course. At all times, therefore, this Support Material booklet should be read in conjunction with the Specification. If clarification on a particular point is sought then that clarification should be found in the Specification itself.
A Guided Tour through the Scheme of Work
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	OCR GCSE Leisure and Tourism Unit B184: Meeting Customer Needs in Leisure and Tourism Industries

	Suggested teaching time
	16 hours
	Topic
	Meeting Customer Needs

	Topic outline
	Suggested teaching and homework activities 
	Suggested resources
	Points to note
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Introduction
What are customer needs?


	Explanation of unit and what would be required
Induction activity (role play exercise):

In a small group or pairs - one is or two are the customer(s), the rest of group or pair try to find out what the customer(s) like(s) about going away and the types of activities they enjoy doing. What do they need to find out? 
Feedback the needs of the customer(s).  Group discussion—do they know of any suitable destinations that may meet the needs of the customer and explain why?
	Unit draft
Draft questions to ask. Can provide some prompt questions e.g. How long would they like to go? How hot? What do they like doing? 
To draw on the candidate’s own ideas/experiences
	Will need to think about different ways to provide a proposal
This idea can be flexible for numbers and ability but is meant as a fun introduction

Could be UK or international context at this stage

	Different types of customers
	Define customer types such as individuals, groups, couples, families, friends, people of different ages, different cultures, business traveller and people with special needs
Record this information on a bubble diagram or in form of chart
	Bubble diagram or chart
	It would be useful to consider the reasons for why people travel here
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Specific needs of customer types 
	What are the needs of different customers?  Explain the need to consider facilities, experiences, services and products when going on holiday or on business with some leisure time
Expand bubble diagram or chart to define needs or carry out matching activity to identify products, services, facilities and experiences to specific customer types

	Pictures of different types of accommodation, products, fun/leisure activities, sports, services etc

Smart board-whiteboard use
Magazines, brochures, guides
Customer chart and matching cards
Original bubble diagram to expand
	The candidate looks at a variety of ideas but are not looking at a specific destinations yet. They are looking at what the customer might enjoy doing and what facilities etc they would want
This could form the basis of a discussion or peer assessment work where the candidate does the activity and another decides whether correct/ possible or not and may give alternative products etc
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Accommodation and facilities/products/services
	Define types of serviced accommodation and self-catering
Consider facilities/products/services against grading etc  Candidates do a simple comparison exercise (in pairs) where they look at the different types of accommodation and identify the facilities against another
Discuss the type of customers the accommodation would appeal to
In pairs/groups, discuss/list the advantages/disadvantages of each accommodation type and feedback during class discussion
	Case studies
Internet access


Brochures
Bubble diagram
Interactive whiteboard

Flip chart
	


	OCR GCSE Leisure and Tourism Unit B184: Meeting Customer Needs in Leisure and Tourism Industries

	Suggested teaching time
	7 hours
	Topic
	Action Planning

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

	Choosing a customer brief

Task 1

2 hours 
	Discuss briefs in terms of who the customers are and generally what they might want from a visit to a destination.
	Customer briefs
	Teacher to enforce key words/components of the brief

	Task 3

1 hour 
	The candidate chooses their own brief and produces a brainstorm diagram identifying the customer needs
The candidate describes the needs of the chosen brief, using their diagram as a point of reference
	Brainstorm diagram

	The candidate should produce these themselves without guidance. This could be part of the 1 hour controlled time 
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Action planning


	Explain/clarify (as unit 2) action planning
Activity: produce a simple action plan of what the candidate needs to do in order to arrive at school on time with the necessary equipment for the day where there is food technology, design technology or PE on the timetable. You will also need a packed lunch
	Planning sheet
	Should be recorded as statements, not commentary and in order of tasks
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Action planning

Task 1

2 hours  
	Plan sources to use in order to research, and decide on a destination the candidate feels will match the brief and needs described in Task 3. Think about timing and gathering together of resources to use.
	Web-sites addresses, tour guides, magazines, journals, text books, brochures, library, information centres
Planning sheets or booklet
	The candidate will also need to consider the format their proposal is going to take for Task 5
 


	OCR GCSE Leisure and Tourism Unit B184: Meeting Customer Needs in Leisure and Tourism Industries

	Suggested teaching time
	17 hours
	Topic
	International Destinations and Customer Brief

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

Task 2

15 hours
	Investigate the sources of information to find a destination that the candidate feels matches the needs of the brief. Record sources used in the form of a simple bibliography. Collect resources. The candidate collates and formats required information ready to form proposal of one destination

	Collected brochures, guides, recorded web-sites, newspaper articles, travel magazines, DVD, text books, interview
	If the candidate knows people who match the brief e.g. ‘a single parent with the two teenage children’ or ‘business person’ they could interview them to form ideas of a destination as part of primary research. This could be planned in the ‘action plan’ and recorded in the bibliography – candidate source list

	Action planning

Task1

2 hours
	Make changes to plan
Teacher to point out observed problems and good practice taking place, in order to provide advice and guidance to candidates about the type of changes they may decide to make
	Action plan
	The candidate is likely to find they have to change their plan from time to time as they progress with research. They can be stopped from researching and encouraged to make changes under controlled conditions
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	Suggested teaching time
	13 hours
	Topic
	Planning a Journey 

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

	Methods of travel
	Explain the different types of travel - air, rail, sea, road
Candidates could interview for example, family members, friends, or teachers about their preferred methods of travel and ask why they use these methods. 

Candidate challenge - in pairs find flight to and from A to B (teacher choose airport and destination)

	Homework time to interview and survey
Internet search engines
	Teacher to consider ways in which candidates can record the plan of a journey such as a flow chart with timings, annotated map
The same activity could be done for rail, sea, road
Extension task - more able students could compete against each other to find the cheapest flight 


	Planning the journey

Task 2

2 hours

Task 4

4 hours
	The candidate researches methods of travel to/from and within chosen destination
Propose a plan

	RAC/AA etc route finder – internet


Search engines

Yellow pages

Maps
	This must be from the moment they step out of the door to returning to the door
The candidate needs to consider whether choices are appropriate and how they record the plan


	OCR GCSE Leisure and Tourism Unit B184: Meeting Customer Needs in Leisure and Tourism Industries

	Suggested teaching time
	17 hours
	Topic
	Comparing and Evaluating

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

	Chosen destination

Task 5

6 hours


	The candidate prepares and completes proposal of chosen destination identifying specific products, services, experiences and facilities that should meet the needs of the brief

	Collated materials
	The candidate should have previously considered the format the proposal will take - handbook, series of clear notes/leaflet, display with script, presentation and notes 

	Evaluation

Task 7

1 hour


	The candidate evaluates the reasons for choice of destination and how this meets needs of customer brief
 
	Proposal
 Bibliography
	The candidate could consider splitting up their evaluation into sub-headings

	Bibliography

Task 6

1 hour
	Discuss the usefulness of resources
The candidate records their opinions on bibliography
	
	

	Last minute deal

Task 2

5 hours
	The candidate needs to consider the key features of an alternative brief for a last minute deal
	Bibliography
Internet search engines
Resources from previous research
	Make simple notes 

	Evaluation

Task 8

4 hours
	The candidate assesses which proposal best meets the needs of the chosen customer brief
	
	The candidate needs to give reasons for choice - it is possible that they feel both would be suitable. Make notes and then record/compare


OCR GCSE Leisure and Tourism Unit B184: Meeting Customer Needs in Leisure and Tourism Industries 
Meeting customer needs
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
	Candidates will recall different types of customers.

	Objective 2
	Candidates will understand the need for different facilities, products and services, experiences for different customers when going on holiday or business with some leisure time.

	Objective 3
	Candidates will select and apply knowledge and understanding of facilities, product and services to different customer types when going on holiday or business with some leisure time.

	Objective 4
	Candidates will make judgements when discussing their ideas with other peers.


Recap of Previous Experience and Prior Knowledge
· Candidates will have already studied and learnt what the different customer types are.  This lesson would be the second lesson of 3 or 4 depending on the ability and interest of the group.
Content

	Time
	Content

	10 minutes

Starter
	· Candidates list the different customer types to recall what was learnt in the previous session. Check with partner.

· Candidates identify next to list one product etc they think each customer(s) might want/need when going on holiday. Include business person with some leisure time.

· Each candidate reports one idea back to group.

	25-30 minutes
	· Explain the range of facilities, experiences, product and services there can be at a destination which would match various customer needs.

· Relate to pictures on smart board and use of magazines/brochures/guides as visual input for the candidates.
· Take two specific destinations and explain what they have. 

	 15-20 minutes
	· Candidate activity: in pairs match cards or fill in sheet provided with ideas of facilities, product, services, experiences to specific customer types. 

· Candidates can add in two customer types of their own and any other products they think appropriate (see additional resource). 


Consolidation

	Time
	Content

	5-10 minutes
	Candidates compare their idea with another pair and feedback.

Were there differences? Candidates will have realised that various types of customers might want the same thing. 
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	Customer types
	Some products, services experiences, facilities that might be needed

	Young Couple with no kids

	

	Couples over 60 with some mobility 

issues


	

	Celebrities - Film/TV stars 


	

	Group of late teens


	

	Family with very young children


	

	Business delegates


	

	Gap year student backpacking for two months


	

	Special interest/activity group - eg ski, cycling, photography 


	


Baby sitting service
Plenty of nightlife

Entertainment
Sightseeing opportunities

Car hire
Organised tours

Self-catering
Attractions

Hotel
History/culture

Campsite
Internet access

Swimming pool
Quiet location

Indoor Pool
Ground floor room

Gym
Private facilities

Cot
First class facilities

Special menus

Suitable attractions

Twin beds

Double bed

Family room

Travel kept to a minimum

Travel/ transfer without delay

Car hire

Shops handy

Coastal area

Countryside

Mountains
Quiet location
= 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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