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Sample Schemes of Work and Lesson Plans

GCE in Leisure Studies

OCR Advanced Subsidiary GCE in Leisure Studies H128


Unit G181: Customer service in the leisure industry
This Support Material booklet is designed to accompany the OCR Advanced GCE in Leisure Studies specification for teaching from September 2009.
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Sample Scheme of Work: 4OCR GCE in Leisure Studies Unit G181: Customer service in the leisure industry


Sample Lesson Plan: 6OCR GCE in Leisure Studies Unit G181: Customer service in the leisure industry




A Guided Tour through the Scheme of Work
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	OCR GCE in Leisure Studies Unit G181: Customer service in the leisure industry

	Suggested teaching time
	6 hours
	Topic
	AO3 - Assessing the quality of customer service in leisure

	Topic outline
	Suggested teaching and homework activities 
	Suggested resources
	Points to note

	Assessing the quality of customer service in leisure
	Brain shower on the 9 areas of Quality Criteria

Group discussion on Quality Criteria

Primary and secondary research on compiling information on how leisure organisations use quality criteria to assess the quality of their customer service.

Visit to organisation to investigate how their chosen organisation applies the quality criteria.

Teacher exposition.
Write up of findings for portfolio.
	Notes from Unit 3 Leisure industry practice can be revisited for this A03.

Leisure / Leisure and Recreation and Business studies textbooks.

Visit to chosen organisation or guest speaker from customer service department.
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	Before these activities can be achieved candidates must have visited their chosen organisation or interviewed the Customer Service manager at least once in order to have some previous knowledge of the organisation. This would normally have been arranged when starting A01. Then a re-visit / guest speaker (from the organisation) for A03 and A04.

	Methods used to assess  the Quality of Customer  Service in Leisure Organisations
	Revisit notes from Unit 3 Leisure industry practice: quality systems.
Desk research into Quality standards in the leisure industry. ICT
Group work to produce information handouts for one another.
Group presentations on findings
Q & A session to confirm understanding

Primary and secondary research on feedback methods
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Identify strengths and weaknesses of each method to assess how effective they are to leisure organisations.

Visit to organisation to investigate which feedback methods they use and how effective they are.

Teacher exposition

Write up of findings for portfolio
	Customer service evaluation forms from the chosen organisation:

Comment cards, questionnaires and surveys etc. 
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Leisure / Leisure and Recreation and Business studies textbooks.
Visit to chosen organisation or guest speaker from customer service detent.

Computer and internet access.

	Once the methods that can be used to assess the quality of customer service have been fully investigated the candidates then need to gather evidence / information from the chosen leisure organisation on the methods they use and how effective they are.
Ensure candidates focus on how effective the feedback methods used by their chosen organisation are in determining how well the organisation meets the need so fits customers.


OCR GCE in Leisure Studies Unit G181: Customer service in the leisure industry
AO3: Assessing the quality of customer service in leisure

OCR recognises that the teaching of this qualification above will vary greatly from school to school and from teacher to teacher. With that in mind this lesson plan is offered, as a possible approach but will be subject to modifications by the individual teacher.

Lesson length is assumed to be one hour.
Learning Objectives for the Lesson
	Objective 1
	Students to be able to identify feedback methods used in leisure organisations.

	Objective 2
	Students to research the different methods used and understand their effectiveness.

	Objective 3
	Students to analyse which methods are used by their chosen leisure organisation and draw conclusions as to how effective they are, using evidence where possible.


Recap of Previous Experience and Prior Knowledge
· Previous lessons and visits to leisure organisations and students own personal experiences.

Content

	Time
	Content

	10 minutes
	Group discussion on how monitoring feedback from both customers and staff can be an effective tool in ensuring leisure organisations meet the needs of both internal and external customers.

	40 minutes
	Students to individually work on part (a) of the *Task Sheet, making sure they understand how the 6 methods/techniques are used in leisure organisations to assess the effectiveness of the customer service provided.


Consolidation

	Time
	Content

	10 minutes


	Plenary, students to reflect on part (a) of the Task Sheet and devise questions for the Customer Service Manager for the next visit to their chosen leisure organisation.

Q & A session with focus on ensuring students fully understand the information required from their next visit.

Assess task by marking the draft summaries submitted on the Feedback Methods.

*Students will re-visit this task (after their next visit) and extend notes on the methods specifically used by their chosen organisation using appropriate examples and evaluations (MB3).  Students to refer to part (b) of the Task Sheet.


* Please see attached the worksheet for this task: Task Sheet - Feedback Methods

Unit 2: Customer service in the leisure industry
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A03 - Feedback methods

By monitoring feedback from both customers and staff, an organisation is able to adapt its products and/or services to changing customer needs. This allows the organisation to remain competitive. Leisure organisations use a variety of feedback methods to find out if customers are happy with the standards of customer service they receive. These include:

· Informal feedback from customers/staff

· Surveys of customers, staff and non-users

· Suggestion boxes

· Focus groups

· Mystery visitors

· Observation

(a) 
Prior to visiting your chosen leisure organisation you need to research each of the methods identified above.  For each method:

· explain in full how it can be used by the leisure industry to provide feedback on the quality of customer service provided; 

· identify the strengths and weaknesses of the method when used by leisure organisations to assess their effectiveness at meeting the needs of their customers.

(b)
After your visit to your chosen leisure organisation, identify, describe and provide examples of the feedback methods used.  By considering the strengths and weaknesses of each of the methods used, analyse how effective your organisation is at assessing the quality of the customer service it provides.

Present your findings as either a formal presentation or a written report.

= Innovative Teaching Idea


This icon is used to highlight exceptionally innovative ideas.





= ICT Opportunity 


This icon is used to illustrate when an activity could be taught using ICT facilities.
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