	LESSON PLAN 2.1 - TOURISM GRADE 12



	Date:  

	Topic: Service Excellence


	Teacher:

	Learning Outcome 1:Tourism as an interrelated system 

Assessment Standard 1: Evaluate and report on the impact that the provision of service excellence has on economic growth and community development in the country, and make recommendations for improvement.

Integration with other LOs in Tourism:
Grade12:LO2.1,LO4.1

Integration with other subjects: Hospitality, Consumer Studies

                                 

	Pre-knowledge: Customer Service rendered by service dealers

Knowledge: Service excellence

Skills: Evaluation, reporting, communication 

Values: Respect, ubuntu, care

Indigenous knowledge systems: Service


	

	Content
	Teacher activities

(Highlight teaching methods)
	Learner activities

(Indicate homework)
	Resources/LTSM
	Assessment strategies

What: (SKVs)

Who: 

Form:

Tool:
	Time

  

	The concept ‘Service’ and the following components within ‘service’: the product/ service

· The procedure or way in which the product /service is offered and

· The co-operation received from the dealer service provider

The concepts ‘economic growth ‘ and ‘community development’.

· The impact of service excellence on economic growth and community development in the country.

· The term ‘Gross Domestic Product’ (GDP).

· Links should be made to ‘Gross Domestic Product’ (GDP) growth and benefits to the South African economy.

Recommendations for improvement of service delivery.
	1.Teacher facilitates discussion on good and bad service from different service dealers.

2. Teacher distributes material regarding procedures to be followed by different service dealers when offering service, and look at the co-operation received from service providers 

3. Case study will be given to learners regarding service delivery from different service dealers

4.Teacher will provide graphs showing GDP in terms of South African economy and explain the concepts-‘service’

GDP, Economic Growth, community development
	Learners share experiences with regard to good and bad service

Learners interact with the material regarding service offered and co-operation received from the dealer service provider- presentations

Learners read, analyse, evaluate and report on the impact of service excellence on economic growth and community development. Learners should also recommend how to improve service delivery.

4. Learners interpret and analyse graphs

  
	Personal experiences, Textbooks

Magazines, news papers, textbooks, Batho Pele principles

Case study

Graphs
	What: Service

Who: Teacher, Peers

Form: Discussion

Tool: Checklist

What: Service excellence

Who: Teacher 

Form: Case Study   

Tool: Memo 

 
	4 Hrs


	Expanded opportunities: More case studies from different dealer service providers

                                           More graphs showing economic trends in South Africa 



	Reflections:



Date completed:  ……………………


Teacher’s Signature:  ……………………….


HOD’s Signature:  …………………..

 Date:  ……………..
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