AOHT Delivering Great Customer Service
Semester Planning Table

Delivering Great Customer Service
Semester Planning Table
Use this table to map this course against your instructional calendar and to make note of key lesson attributes. 
	[bookmark: OLE_LINK1]Lesson Title
	# of Class
Periods
	Summary of Lesson Assessments
	Summary of Advance Prep

	Lesson 1: Course Introduction
	2
	N/A
	You’ll need an up-to-date video player such as Windows Media Player or Apple’s QuickTime Player to show the culminating project video in class period 1.
Determine how you would like students to set up notebooks for this course. We recommend a three-ring binder, spiral-bound notebook, or computer-based folder. 
Review the Summary of Annual Course Updates (included in the Course Planning Tools section of the course materials), which describes significant changes to the course since the previous year.
Note that guidance for NAFTrack Certification procedures is not included within the lesson plans for this course. Be sure to review the course’s NAFTrack Certification Course Guide, available in the NAFTrack Certification section of the course materials.

	Lesson 2: Trends in Customer Service
	4
	Survey results analysis [individual work]
	Read Student Resource 2.3, Survey: Customer Service Experiences, Student Resource 2.4, Assignment: Survey Results Analysis, and lesson steps 3, 5, and 6 of the lesson plan to familiarize yourself with the survey students will conduct and analyze. 

	Lesson 3: The Psychology of Customer Service
	3
	Customer needs analysis [group work]
	N/A

	Lesson 4: Guidelines for Great Customer Service
	5
	Script about a customer service encounter [group work]
	Preferable: Students have access to computers in Class Periods 3 and 4.

	Lesson 5: The Phases of Customer Service
	5
	Analytical essay on service observation [individual work]
	Preferable: In Class Periods 4 and 5, have students use computers with word processing software. Computers are also optional in Class Period 3.

	Lesson 6: Nonverbal Communication
	6
	Poster demonstrating appropriate nonverbal communication in a particular culture [group work]
	This lesson requires photographs or other images of nonverbal communication. Sources include personal photos, photocopied yearbook images, images from magazines, newspapers, or the Internet. Stills from movies, plays, or TV shows can be useful if they show emotional interaction between characters.
Have students use computers with a printer and Internet access in Class Periods 4 and 5, they can search for specific images for their posters. 
Now is a good time to consider hospitality business owners/managers who would be willing to participate in the culminating project, which begins in Lesson 11. Teacher Resource 6.4, Guide: Preparing for the Culminating Project, provides tips and suggestions on long-term project planning.

	Lesson 7: Verbal Communication
	8
	Skit demonstrating effective customer service communication strategies [group work]
	Gather Legos or building blocks with which to build a sculpture

	Lesson 8: Effective Professional Writing
	3
	Email responding to a customer complaint [individual work]
	In Class Periods 2 and 3, students should write their emails on computers with word processing software.
If students have their own email addresses, they can write their emails in an email program and send them to you. This increases the authenticity of the assignment and helps students become more familiar with the nuances of writing within an email program (rather than in a word processing program).

	Lesson 9: Customer Service and Social Media
	3
	Research chart on social media and customer service [individual work]
	Student will need computers with Internet access in Class Period 2.
Ideally students can access social media sites in class to see how hospitality companies use them. If your school blocks them, determine a workaround. Maybe your school administration can make an exception. Alternately, students can use personal devices, such as smartphones or tablets, to access these sites for homework.
If students will be unable to access social media sites at all (either at school or at home), adjust the expectations of the assignment. Students can conduct research by reading business magazines, websites, and blogs that discuss how companies are using social media for customer service. This may require more time, and they may need to broaden the type of companies they are researching beyond strictly hospitality and tourism businesses. 

	Lesson 10: Managing Excellent Customer Service
	5
	Fishbowl discussion on management and internal customer service [class activity/individual assessment]
	Prepare for the fishbowl discussion activity and determine if a different classroom space is needed (see Teacher Resource 10.4).

	Lesson 11: Analyzing Customer Service
	4
	Interview questions for culminating project [individual work]
	Prepare the launch document by cutting and pasting it from Teacher Resource 11.2, Reading: Letter from the CEO, onto blank paper or professional-quality stationery and make a copy for each student.
Gather print materials for students as they conduct research on their project companies (magazines, newspapers, brochures).
Decide how students will form groups for the assignment. 
Students will need computers with Internet access in Class Periods 2–3.
Look at the lessons ahead and determine a due date for the interview and site visit. Students will need to have notes on those activities by the end of Lesson 12.
Make sure to have the example project PowerPoint presentation from Lesson 1 available, or substitute example projects of students who previously took the course at your school. 

	Lesson 12: Customer Service Issues in Hospitality and Tourism
	6
	Customer feedback review on project business [individual work]
	In Class Period 2, students will need access to their notes and student resources from Lesson 10.
You may wish to make additional copies of Student Resource 10.7, Reading: Internal Customer Service in Action, for students to use as necessary.
In Class Periods 4–5, students will need computers with Internet access. Before that class period, make sure that the school network will allow you to access Yelp and other customer feedback websites. 
Be familiar with Yelp and know how to navigate around the website before Class Period 4. 

	Lesson 13: Improving Customer Service
	5
	Customer service issues observed and recommendations for resolving them [individual work]
Summary of interview or site visit [individual work]
PowerPoint presentation on customer service problems and solutions for a local hospitality or tourism business [group work]
	Make arrangements for students to use computers with Microsoft PowerPoint or a similar program during Class Periods 3, 4, and 5.

	Lesson 14: Working in the Industry
	2
	Written responses to three practice job interview prompts [individual work]
	Ask students to bring in a recent copy of their resume for use in Lesson 15.

	Lesson 15: Learning from Industry Experts
	4
	Cover letter for a hypothetical job opportunity [individual work]
	Arrange for a guest speaker or guest speakers for Class Period 2.
Students need to bring the most recent copy of their resume to class.
If students are applying for a specific job or internship, they should bring in the application and all pertinent information.
Line up NAF academy advisory board members to evaluate students’ cover letters (optional).

	Lesson 16: Project Presentation and Course Closure
	7
	Presentation of culminating project presentation [group work]
Note: For students taking part in NAFTrack Certification, this lesson is where they will upload their culminating project work sample and where you administer the end-of-course exam.
	Organize the presentation event (see Teacher Resource 16.1).
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