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 Project Description
In this project, students apply the basic concepts and tools of customer service to create a comprehensive proposal addressing customer service challenges for a specific hospitality and tourism business or destination. The driving question for the project is, “How can we advise a hospitality- or tourism-related business to improve its customer service?” The students work cooperatively in groups of four. Each group chooses (or is assigned) a company from a list compiled by the teacher.
Project Components
Over the course of this project, students produce the following pieces that will make up their complete proposal:
Research on their business and typical customer service challenges that business faces
Research on Yelp or similar websites about customer feedback on that business and how the business is or is not utilizing these websites to interact with customers
An interview with an employee of that business (conducted by two students)
An observation conducted at the business (conducted by two students)
A written summary of the interview or site visit
A PowerPoint presentation explaining their research and their recommendations for solving the customer service challenges
Assessment
There are three main assessments for the project:
A written summary of the interview or site visit is assessed via a rubric on an individual basis. 
The PowerPoint presentation is assessed via a rubric for the project group.
The delivery of the presentation is assessed via a rubric for the project group.
Advance Preparation
Most of the advance preparation is specific to the lesson in which students create a project component. In addition, there are two long-range factors to keep in mind:
You will need to line up NAF academy advisory board members to help you find professionals who will participate in the project. You will be asking for experts to review student work, be willing to be interviewed, come into the classroom near the end of the course to talk about their profession, and act as the audience for the students’ project presentations.
You will need to decide whether you will hold the final presentations in your classroom or in another space, such as an auditorium or conference room. Book the date and time well in advance of the event. If you decide to hold the event outside of class time, make sure to notify the students as soon as possible so that you have time to handle scheduling conflicts. You can also schedule to have the presentations videotaped.
Lesson Overview
Below are the main milestones for this project, broken down according to the lesson in which they fall.
Lesson 6:
A teacher resource is provided to get teachers thinking about how to find businesses to participate. This resource includes talking points for the teacher to share with potential participants—the time involved, the types of information they would need to share, and so on. The teacher can also start to encourage students to think about businesspeople they might know who might want to participate (e.g., a family member who runs a business, a business where they had a summer job, etc.). 
Lesson 11: 
Students receive their “launch letter.” Students brainstorm a list of local businesses they would like to work on. They select their top three choices, and the teacher uses that information to form project groups.
Students review a student resource that identifies the steps of the project. Once they learn what groups they are in and which businesses they will be working on, students begin to do basic research on their “client” business. Students divide up the work, determining which students (at least two) will participate in the interview and which students (at least two) will conduct the site visit. Students write practice interview questions, which are assessed per group via assessment criteria. Students will choose the best questions to use in their interview.
Lesson 12:
After learning about customer feedback sites like Yelp, students use these sites to learn more about their client business. Students use the sites to identify customer service issues their client is dealing with; students also explore whether or not their client is using these sites to respond to/interact with customers. Students complete an assignment sheet on their client’s presence on these websites; the assignment sheet is assessed via assessment criteria. 
Outside of class, students take time to conduct their interview and site visit. By Class Period 6, students should have completed the interviews/site visits. Students bring in their notes and compare them with their group mates’ notes. Students review the rubric for their summary and begin working on their summaries for homework.
Lesson 13: 
Students bring in a first draft of their interview or site visit summaries and get peer feedback. They then revise the summaries for homework. 
In class, students review an example presentation and the presentation rubric and discuss what a good presentation looks like. In their groups, they divide up the work and work together to create a first draft of their presentations. They get peer feedback on their presentations, revise the presentations, and turn them in for assessment via a rubric.
Lesson 16:
Students practice delivering their project presentations and then give their presentations to an invited audience. 
Each group presentation is assessed via a rubric. 

The Culminating Project and NAFTrack Certification 
The culminating project is a required course assessment component for academies taking part in NAFTrack Certification. As students complete their culminating project, they upload a work sample for evaluation. The sample demonstrates students’ ability to apply the knowledge and skills they have learned throughout a course in an authentic way that is relevant to their academy’s industry theme.
If your students are participating in NAFTrack Certification, see below for the work sample(s) to keep in mind as your students work on this culminating project. Please note that the rubric used to assess the project in NAFTrack Certification is different from the project rubric used in the course instructional materials. 
For more detailed instructions, see this course’s NAFTrack Certification Course Guide, which is included in the NAFTrack Certification section of the course.

Culminating Project Work Sample(s) for Delivering Great Customer Service
Students must upload one work sample for evaluation. Learning objective codes are organized by unit, lesson, and unit learning objective (e.g., 1.3.8). The NAFTrack Certification Course Guide for this course lists the curriculum learning objectives and learning objective codes.
	Work Sample(s)
	Learning Objectives

	Final Customer Service Recommendations and PowerPoint Presentation
(Lesson 11, Student Resources 11.1–11.3, Teacher Resources 11.1 and 11.2) (Lesson 16)
	3.7.9: Explain effective ways to communicate with customers when a problem arises
3.8.13: Develop an effective email response to a customer complaint
4.11.6: Summarize research findings about customer service challenges in the hospitality and tourism industry
4.11.8: Decide how best to manage project tasks effectively
4.13.12: Display understanding of the elements of an effective PowerPoint presentation
4.13.13: Summarize the key components of an interview or site visit
4.13.14: Develop the components of a presentation about customer service issues and recommendations for a local hospitality and tourism business
[bookmark: _GoBack]5.16.10: Demonstrate the ability to give a professional presentation
5.16.12: Summarize key learning across the whole subject of customer service
5.16.13: Monitor personal success in learning about customer service
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