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Career, Technical, & Agricultural Education







PATHWAY:  
Travel Marketing and Lodging Management
COURSE:  

Discovering Hospitality, Travel, & Tourism
UNIT 7: 

MKT-IT-7 The Human Touch
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Annotation: 
This unit will help students to understand the importance of human relations with employees and customers allowing them to act out, create, and critique role plays in a small group setting.  Students will analyze situations in order to assess the most profitable actions and outcomes based on ethics. The unit will conclude with students creating a new employee handbook.
Grade(s):  

	
	9th

	X
	10th

	X
	11th

	X
	12th


Time:  
8 Hours
Author: 
Monique Lawrence

Students with Disabilities:

For students with disabilities, the instructor should refer to the student's IEP to be sure that the accommodations specified are being provided. Instructors should also familiarize themselves with the provisions of Behavior Intervention Plans that may be part of a student's IEP. Frequent consultation with a student's special education instructor will be beneficial in providing appropriate differentiation.
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GPS Focus Standards: 
MKT-IT-7 
Students will assess the importance of human relations, communications, and ethical conduct in relation to hospitality and travel and the overall tourism industry. 
a) Categorize the personality traits that are needed to succeed in the hospitality, travel, and tourism industry. 


b) Determine the ways to establish repeat business. 


c) Examine the importance of ethics in the hospitality, travel, and tourism industries. 


d) Discover the importance of employee retention. 


e) Identify ways to reduce employee turnover. 

GPS Academic Standards:
SSWG2 
The student will explain the cultural aspects of geography. 

ELA12C1 
The student demonstrates understanding and control of the rules of the English language, realizing that usage involves the appropriate application of conventions and grammar in both written and spoken formats.
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Enduring Understandings: 
Effective communication and ethical conduct with customers and co-workers leads to a successful tourism industry. 
Essential Questions: 
· Why is it necessary to have positive personality traits to work successfully in the tourism industry?
· When does an employee’s performance on the job help or hurt repeat business?

· Is the customer always right? Why or why not?
· Why is ethical conduct important in the hospitality and tourism industry?

· Why are there costs associated with not having a properly trained and motivated workforce?

Knowledge from this Unit:  
Students will be able to: 
· Explain effective communication skills.
· Define employee retention and employee turnover and explain how their associated costs are important to a company.

· Pinpoint personal characteristics within themselves that will increase or decrease a customer’s opinion of a business.
Skills from this Unit:  
Students will:
· Communicate effectively with internal and external customers.
· Empathize with customers and co-workers in order to make ethical decisions.
· Determine ways to establish repeat business.
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Assessment Method Type:
	
	Pre-test

	
	Objective assessment - multiple-choice, true- false, etc.

	
	__ Quizzes/Tests

__ Unit test

	X
	Group project

	X
	Individual project

	X
	Self-assessment - May include practice quizzes, games, simulations, checklists, etc.

	
	__ Self-check rubrics   

__ Self-check during writing/planning process

__ Lab Book
__ Reflect on evaluations of work from teachers, business partners, and competition judges

__ Academic prompts

_X_ Practice quizzes/tests

	X
	Subjective assessment/Informal observations

	
	__ Essay tests

__ Observe students working with partners

_X_ Observe students role playing

	X
	Peer-assessment  

	
	__ Peer editing & commentary of products/projects/presentations using rubrics

_X_ Peer editing and/or critiquing

	X
	Dialogue and Discussion

	
	__ Student/teacher conferences
_X_ Partner and small group discussions

_X_ Whole group discussions
__ Interaction with/feedback from community members/speakers and business partners

	X
	Constructed Responses

	
	__ Chart good reading/writing/listening/speaking habits

_X_ Application of skills to real-life situations/scenarios

	
	Post-test


Assessment Attachments and / or Directions: 
NONE
[image: image5.jpg]% LESSON PLANS




•
LESSON 1: PERSONALITY TRAITS IN THE HOSPITALITY INDUSTRY 

1.
Identify the standards. Standards should be posted in the classroom.

MKT-IT-7 
Students will assess the importance of human relations, communications, and ethical conduct in relation to hospitality and travel and the overall tourism industry. 
a) Categorize the personality traits that are needed to succeed in the hospitality, travel, and tourism industry. 
b) Determine the ways to establish repeat business. 

c) Examine the importance of ethics in the hospitality, travel, and tourism industries. 

d) Discover the importance of employee retention. 

e) Identify ways to reduce employee turnover. 

2.
Review Essential Questions. Post Essential Questions in the classroom. 
· Why is it necessary to have positive personality traits to work successfully in the tourism industry?
3.
Identify and review the unit vocabulary. Terms should be posted on your word wall.

	Marketing concept
	Customer Service
	Employee Retention

	Turnover rate
	Ethics
	Loyalty

	Personality Trait
	Code of Ethics
	Repeat Business


4.
Ask students to think about a time when they received poor customer service (hospitality business, grocery store, bank, car dealership, or some other business).
· Ask students to think about what made the interaction bad.
· Instruct the students that they now have 55 seconds to tell one classmate their situation and how the situation could have been made better by the company and themselves. Then switch and let the other partner share their response. 
· As you walk around the room, help students analyze their situations and solutions.

5. 
Have students complete the Knock, Knock Who’s There? Worksheet. Allow 4 minutes for completion. While students are working on this activity place two large sheets of white paper on the board or wall. Write “Positive” as the title for one and “Negative” as the title for the other.
6.
Ask students to use the provided markers to write one trait (either positive or negative) onto the sheets one at a time until all traits are listed and all students have taken a turn. 
7. 
Ask students to put a star by four traits that best identify them (two positive and two negative).

8. 
Optional: Time permitting, have students participate in one of the Customer Service role plays with a partner listed in the My Time to Shine Worksheet. Allow students to critique each other’s performance. Print enough copies and cut them in half so that each group has one scenario, but give each group a different scenario.
•
LESSON 2: ETHICS IN HHT

1.
Review Essential Questions. Post Essential Questions in the classroom.

· Why is ethical conduct important in the hospitality and tourism industry?

2.
Cut out the pictures from the attached Board Game Pictures Activity. Place pictures in a cup or bowl. Divide students into small groups and have each group select one picture. 

· Ask each group to list three rules from their selected game. 
· Have a spokesperson from the group tell the rules they selected.

3.
Lead students in a discussion about why rules are important.

4.
Display and discuss the Ethics in HTT PowerPoint. Have students take notes on the Ethics in HTT Notes Worksheet.
5.
Have students participate in one of the Ethics role plays with a partner listed in the My Time to Shine Worksheet. Allow students to critique each other’s performance. Print enough copies and cut them in half so that each group has one scenario, but give each group a different scenario.
6.
Summary

· Have students complete the Ethics Analysis Worksheet in groups of two or three. Use the Ethics Analysis Worksheet KEY to check their work. 
· Discuss each section of the Ethics Analysis Worksheet with the students and answer any questions they may have.  

•
LESSON 3: EMPLOYEE RETENTION & TURNOVER

1.
Review Essential Questions. Post Essential Questions in the classroom.

· Why are there costs associated with not having a properly trained and motivated workforce?

2.
Review the Employee Retention and Turnover PowerPoint. 

3.
Have students participate in one of the Employee Relations role plays with a partner listed in the My Time to Shine Worksheet. Allow students to critique each other’s performance. Print enough copies and cut them in half so that each group has one scenario, but give each group a different scenario.

4.
Summary

· Discuss how the role plays went and have the students discuss their critiques of each group.

· Have students point out the positive and negative character traits that were displayed.

•
LESSON 4: HOW TO GET REPEAT BUSINESS

1.
Review Essential Questions. Post Essential Questions in the classroom.

· When does an employee’s performance on the job help or hurt repeat business?

2.
Give students a blank index card and a marker and ask them to write down in one word how they are currently feeling today (ex: not well or sick, happy, sad, excited, depressed, etc.). Tell them to keep in mind anything that may have happened yesterday, this morning before school, and once they got to school.

· Ask students to hold up the card to show the rest of the class and then lead them in a discussion on how feelings can impact the flow of their day.

3.
Explain to the students that feelings can impact how they interact with customers on the job and others around them. Have them think of a business they have vowed to never return to or one that they will go to over another (i.e. McDonalds over Burger King, Popeye’s over KFC, Hollister over Aeropostle). Now discuss why they won’t return to that establishment. Have students write their responses on the board or on large white paper.
· Discuss with the students what the employee could have done to make the situation better and keep your business.
4.
Display and discuss the How to Get Repeat Business PowerPoint and have students take notes using the How to get Repeat Business Notes Worksheet. 
4.
Summary

· Optional: visit www.dropshippable.com/docs/SkillsInventory.pdf which has a Skills Inventory and Analysis Worksheet. It was developed for businesses, but has good substance to it. For the “Business” section, you could have students consider future careers.

· Have students share one or two weaker areas and discuss strategies to address shortcomings.
•
ATTACHMENTS FOR LESSON PLANS:
Knock, Knock Who’s There? Worksheet
My Time to Shine Worksheet

Board Game Pictures Activity
Ethics in HTT PowerPoint
Ethics in HTT Notes Worksheet
Ethics Analysis Worksheet 
Ethics Analysis Worksheet KEY
Employee Retention and Turnover PowerPoint
How to Get Repeat Business PowerPoint 
How to get Repeat Business Notes Worksheet
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Culminating Unit Performance Task Title: 
Create a New Employee Handbook
Culminating Unit Performance Task Description/Directions/Differentiated Instruction: 

Students will use all of the information they have gathered throughout the unit to create a new employee handbook for a company they create. The handbook must include information about customer service, employee retention, ethics, and repeat business. 
Attachments for Culminating Performance Task: 

Create Your Own New Employee Handbook Handout
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Web Resources:
www.dropshippable.com/docs/SkillsInventory.pdf
Materials & Equipment: 
· Computer with internet access
· Large, poster-size paper to display around room
· Tape
· Markers and colored pencils
· Index Cards
· Projection Equipment
21st Century Technology Used: 
	X
	Slide Show Software
	
	Graphing Software
	
	Audio File(s)

	
	Interactive Whiteboard
	
	Calculator
	
	Graphic Organizer

	
	Student Response System
	
	Desktop Publishing 
	
	Image File(s)

	
	Web Design Software
	
	Blog
	
	Video

	
	Animation Software
	
	Wiki
	
	Electronic Game or Puzzle Maker

	
	Email
	X
	Website
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Marketing Sales and Service
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