	LESSON PLAN 2.2 - TOURISM GRADE 12



	Date: 

	Topic: Methods of obtaining Customer Feedback and customer satisfaction



	Teacher:

	Learning Outcome 4: Customer Care and Communication

Assessment Standard 2: Describe ways and recommend alternative methods to obtain customer feedback, and analyse findings to confirm customer satisfaction 

Assessment Standard 3: Understand own contribution towards achieving service excellence and develop different strategies to achieve and maintain quality service.
Integration with other LOs in Tourism: 
Grade 12: LO1: 1,2 

Integration with other subjects: Life Orientation, Hospitality
                                 

	Pre-knowledge: Customer Service 

Knowledge: Methods of obtaining customer feedback and customer satisfaction  

Skills: Care, communication, 

Values: Sympathy, service excellence 

Indigenous knowledge systems: Customer Service


	

	Content
	Teacher activities

(Highlight teaching methods)
	Learner activities

(Indicate homework)
	Resources/LTSM
	Assessment strategies

What: Customer Care and Communication

Who: 

Form:

Tool:
	Time



	· The impact of a service delivered by an organization on its business profitability.

· The different expectations of different customers.

· Methods to measure customer satisfaction and obtain customer feedback. (Surveys, questionnaires, follow up calls, etc.)

· Methods to analyse findings to determine the extent of customer satisfaction.

· Reasons why service differs from one organization to another.

· Ways in which own actions contribute towards service excellence

· Strategies to achieve and maintain quality service, e.g. performance management, quality control checks, customer surveys, team reviews, self and peer assessment
	1. Teacher facilitates discussions on different expectations of different customers.

2. Teacher asks learners to give and discuss methods of obtaining information on customer satisfaction.

3. Teacher develops questionnaire for site visits of different local organization and give to learners.

4. Teacher facilitates reports on findings to determine the extent of customer satisfaction.

5. Teacher facilitates discussions based on the qualities of service excellence- e.g. personal appearance, body language, good eye contact, and positive attitude e.t.c. Discussion on how the learners’ actions contribute towards service excellence. 

6.Teacher facilitates discussion on Strategies to achieve and maintain quality service, refer the learners to Grade 11.1.1-Strategies to present a professional image in a variety of tourism contexts.

 
	Learners discuss

Learners discuss methods- Surveys, questionnaires, follow up calls

Learners will visit different local organization to find out about operations of these organizations in terms of customer satisfaction

Learners present written reports from questionnaires and also analyse the findings 

Learners respond to questions for discussions

Learners respond to questions for discussions


	Textbooks, handouts

Questionnaires, sites/ organizations

Questionnaires, Reports

Textbooks, Handouts, policies 

Textbooks, Handouts, policies


	What: Methods of obtaining customer feedback

Who: Teacher

Form: Investigation

Tool: Questionnaires

 
	4 Hrs


	Expanded opportunities: PoA, internet

	Reflection:



Date completed:  ……………………


Teacher’s Signature:  ……………………….


HOD’s Signature:  …………………..

 Date:  ……………..
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