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Lesson 3
The Psychology of the Traveler and Customer Service
This lesson lays the groundwork for students to understand the psychology behind why people travel and how they make their travel choices. After exploring various reasons for travel across a broad spectrum of demographics, students study popular theories of consumer motivation. Students also learn key concepts of customer service and consider how the psychology of travel plays a role in customer service in the hospitality and tourism industry.
This lesson is expected to take 3 class periods.
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Lesson Framework
Learning Objectives
Each student will:
Describe different types of travelers and their reasons for traveling*
Compare and contrast several theories about consumer motivation*
Explain how consumers make travel choices to fulfill their needs and wants 
Summarize key characteristics of great customer service
Explain how understanding consumer motivation can improve customer service
*This is one of the 16 key learning objectives assessed by the NAFTrack Certification end-of-course exam for this course.
Academic Standards
The relevant Common Core State Standards are too extensive to list here but are an important basis for this lesson. For details, please refer to the separate document “Correlations to the Common Core Standards” (available on the course downloads page of the NAF Curriculum Online Library, in the Course Planning Tools section).
Evaluate the nature and scope of the Hospitality & Tourism Career Cluster™ and the role of hospitality and tourism in society and the economy (Common Career Technical Core 2012, HT 2)
Use common travel and tourism terminology used to communicate within the industry (Common Career Technical Core 2012, HT-TT 6)
Develop a travel product that matches customer needs, wants, and expectations (Common Career Technical Core 2012, HT-TT 10)
Explain how physical or human characteristics interact to create a place by giving it meaning and significance (National Geography Standards, 2nd. ed. 2012, 4.2 A)
Assessment
	Assessment Product
	Means of Assessment 

	Personal analysis of traveler motivation and customer service strategies (Student Resource 3.5)
	Assessment Criteria: My Own Weekend Getaway (Teacher Resource 3.6)


Prerequisites
Understanding of the four industry sectors (transportation, lodging, food and beverage, and entertainment) and some of the businesses that are included in those categories
Instructional Materials 
Teacher Resources
Teacher Resource 3.1, Activity: Who, What, When, Where, Why, How?
Teacher Resource 3.2, Answer Key: Who, What, When, Where, Why, How? 
Teacher Resource 3.3, Presentation 1 and Notes: Theories of Consumer Motivation (includes separate PowerPoint file)
Teacher Resource 3.4, Descriptions: Good Customer Service 
Teacher Resource 3.5, Presentation 2 and Notes: Customer Service Responsibilities (includes separate PowerPoint file)
Teacher Resource 3.6, Assessment Criteria: My Own Weekend Getaway
Teacher Resource 3.7, Prompts: Learning Objective Reflection (separate PowerPoint slide)
Teacher Resource 3.8, Guide: Teaching Reflection
Teacher Resource 3.9, Key Vocabulary: The Psychology of the Traveler and Customer Service
Student Resources
Student Resource 3.1, Notes: Theories of Consumer Motivation
Student Resource 3.2, Reading: Theories of Consumer Motivation 
Student Resource 3.3, Defining Format: Customer Service Terms
Student Resource 3.4, Reading: Customer Service Responsibilities
Student Resource 3.5, Assignment: My Own Weekend Getaway
Equipment and Supplies
Blackboard, whiteboard, or flip chart
Chalk or markers
LCD projector and computer for PowerPoint presentations
Bowl or container for holding slips of paper
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Lesson Steps
	Step
	Min.
	Activity

	
	
	class period 1

	1
	25
	Forming Groups: Who, What, When, Where, Why, How? 
Students begin their study of the psychology of travel by learning that people travel for many different reasons. This activity challenges students to make connections between a particular traveler’s needs and preferences.
This activity also focuses on the following college and career skills:
Demonstrating teamwork and collaboration
Demonstrating the ability to listen effectively
Before class, cut along each solid line of Teacher Resource 3.1, Activity: Who, What, When, Where, Why, How, to create individual cards or strips of paper with pieces of information on them.
When class begins, distribute one strip of paper to each student. Explain that this lesson will focus on travelers’ needs and wants. Point out that needs and wants largely influence how a person travels.
Tell students that each of them has one piece of information about a specific traveler’s needs and wants. In some cases, there is a pair or small group of travelers. The students’ goal will be to form groups based on the information they hold, so that all of the information about one traveler, or pair/group of travelers, comes together. Use the following example to help them understand.
Some students have a strip that says “Who I am.” This strip provides the description of the traveler. For example:
I am an 18-year-old who recently graduated from high school. I am taking a trip with my two best friends to celebrate our graduation.
Ask students to raise their hands if they have a “Who I am” strip.
The rest of the students have strips that provide specific details of what, when, where, why, and how. Point out that all of these individual pieces of information can be put together to create a clear portrait of a specific traveler’s needs and wants. That is what the students are going to do.
Instruct the students who have “Who I am” strips to remain seated. Ask the rest of the students to stand. Explain that their job is to circulate and read each of the “Who I am” strips and determine which one is the best match for the strip they are holding. When they find a match, they should sit near that person. Eventually, they should form groups that have strips that answer all of the major questions about a particular traveler or group of travelers. Remind students that there should be only one of each type of strip per group—in other words, no group should have two “When I will travel” strips or two “Why I am going” strips.
Give students approximately five minutes to form groups. As groups form, encourage them to read each other’s strips and make sure they agree that they all belong in the same group.
When the groups have been formed, ask each group to read aloud the strips they are holding, beginning with “Who I am.” Refer to Teacher Resource 3.2, Answer Key: Who, What, When, Where, Why, How, to make sure students have formed the correct groups. When they have read their strips aloud, ask each group to explain how they decided that their descriptions fit together. Students may have come up with different groups than in Teacher Resource 3.2; in this case, see if the students come up with a plausible explanation. Use this opportunity to correct any misunderstandings.
Tell students that to make it easier to attract and serve customers, hospitality and tourism businesses think in terms of two basic categories: business and leisure. Companies designed to attract leisure travelers might offer different services than those targeting business travelers. For example, the retired couple in this activity needs to watch their budget and wants to include their pet, so they pick a hotel based on discounts and pet-friendliness. The architect, on the other hand, wants convenience and instant access to tools important to her business, such as an Internet connection and a desk in her hotel room, and is not as concerned about cost or pets. Advise students that this is an important consideration to keep in mind for future assignments in this course. 
Remind students that the first major component of consumer motivation is need, but the second one is choice. A consumer’s needs motivate his or her choices. In the next activity, students will investigate how needs and wants play into consumer motivation.

	2
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	25
	Presentation: Theories of Consumer Motivation
This activity gives students an in-depth look at consumer motivation. It also develops students’ listening and note-taking skills.
To prepare, make notes to guide class discussion using Teacher Resource 3.3, Presentation 1 Notes: Theories of Consumer Motivation. Have Teacher Resource 3.3, Presentation 1: Theories of Consumer Motivation (separate PowerPoint file), ready to show as a full-screen slideshow using an LCD projector. 
Review Student Resource 3.1, Notes: Theories of Consumer Motivation. Explain that students are about to learn about three different theories that will help them understand why people travel. As they learn about each theory, they should make notes in the appropriate column. Ask them to think about what might motivate them to visit a location.
Present the slideshow. Use the notes you prepared and the questions on the slides to encourage class discussion. 
This presentation is duplicated as Student Resource 3.2, Reading: Theories of Consumer Motivation. If an LCD projector is unavailable, students can read the presentation, answer the discussion questions in their notebook, and discuss their answers as a class. This student resource is also useful as a review. 
After the presentation, divide the class into pairs or groups of three and have them compare their notes for completeness and accuracy. Invite each pair or triad to share their thoughts and questions. 
To gauge student understanding, assess Student Resource 3.1, Notes: Theories of Consumer Motivation, on a credit/no-credit basis.

	
	
	CLASS PERIOD 2

	3
	20
	Employee Reviews: Characteristics of Good Customer Service
The objective of this activity is get students thinking about good customer service by encouraging them to consider observable behaviors of great customer service employees. This activity also focuses on the following college and career skills:
Working effectively with a diversity of individuals and perspectives
Demonstrating the ability to speak effectively
Demonstrating the ability to listen effectively
Before class begins, cut Teacher Resource 3.4, Descriptions: Good Customer Service, into strips. Put the strips into a bowl or other container. 
Write the words customer service on the board or on a sheet of chart paper. Ask students:
What is customer service? Have you experienced good customer service? How do you know?
Have you experienced bad customer service? How do you know?
Invite a few volunteers to share their thoughts. Point out that any time we interact with people at their job, we are experiencing customer service. Even at school, students have a customer service experience. They also experience customer service if they go to a store, if they eat at a restaurant or order a pizza, if they go to the doctor, if their parents hire a repair person to fix the car or replace a leaking pipe—the list is endless.
Ask students:
Think about the consumer motivation theories you just learned. How do you think those theories can help hospitality employees give really great customer service to their guests?
Give students a few minutes to think about this question and hold a brief class discussion on students’ thoughts. Tell students that later in this lesson they will have another opportunity to apply theories of consumer motivation to new situations. 
Divide the class into groups of four or five and have one representative of each group draw a slip of paper.
Explain that each group is the management team for a specific hospitality business. They are conducting employee reviews, and they find one of their employees is doing an outstanding job. They need to describe what this employee is doing that is creating such a positive customer service experience. Remind students to think about observable behaviors—what the employee is doing as well as the details of how the employee is doing it—as they respond to the scenario provided on their slip of paper.
For example, if the behavior is that the employee is friendly, she is showing it by smiling, extending her hand to shake, leaning toward the customer attentively, and looking him straight in the eye in a welcoming manner. In this way, students will be answering the question, “How do you know?”
Give the groups approximately five minutes to generate a list of behaviors or characteristics. Then invite one group to share something they wrote down—for example, “listening carefully to customer complaints.” Write it on the board. Then ask the other groups to raise their hands if they had something similar on their list. There should be considerable overlap in what students say the employees are doing.
Repeat this process until a detailed list of observable behaviors and characteristics is on the board. Make sure the list includes the following:
Attentive/has good listening skills
Responsive to complaints, questions, or feedback
Friendly/nice/happy/fun/has positive energy
Sympathetic to customer concerns
Knowledgeable about his or her industry/products/services
Willing to go the extra mile or make the extra effort to please a customer
Tell students that they have just created a list of the characteristics of great customer service.

	4
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	30
	Presentation: Customer Service Responsibilities
This activity gives students an in-depth understanding of customer service responsibilities within the hospitality and tourism industry. 
To prepare, make notes to guide class discussion using Teacher Resource 3.5, Presentation 2 Notes: Customer Service Responsibilities. Have Teacher Resource 3.5, Presentation 2: Customer Service Responsibilities (separate PowerPoint file), ready to show as a full-screen slideshow using an LCD projector.
Tell students that they are about to learn more about why customer service is so critical to the success of any business. There are some important terms to be familiar with in order to discuss customer service. Ask students to review Student Resource 3.3, Defining Format: Customer Service Terms. Review the directions and the examples with the students and make sure everyone understands what to do. 
Present the slideshow. This presentation is also duplicated as Student Resource 3.4, Reading: Customer Service Responsibilities, to use according to your preferences. 
You may like to pause on Slide 3 and ask the following discussion questions:
Have you ever had an experience with customer service over the phone? Think of a positive one.
Could you hear a smile?
How else did the customer service representative provide good service?  
Have you had a negative customer service experience over the phone? What made it so?
After the presentation, pair students up to compare their notes. Students can add to their own notes if their partner thought of something that they did not. Next, ask a pair to share a defined term with the class. Ask other pairs if they wrote something similar or different. Discuss each term and correct any misconceptions. 
You may want to gauge student understanding by assessing Student Resource 3.3 on a credit/no-credit basis.

	
	
	class period 3

	5
	30
	Applying Models and Terms: My Own Dream Weekend Getaway
In this activity, students assimilate the content of this lesson by applying the theories and terms that they’ve learned to a hypothetical opportunity to get away for the weekend. 
Tell students that they have learned many new concepts and terms in this lesson. To help them grasp this new content, they will complete an assignment in which they imagine that they are going on a trip.
Review Student Resource 3.5, Assignment: My Own Weekend Getaway, with the class. Make special note of the assessment criteria at the end of the assignment sheet and answer any questions.
When about 20 minutes remain in class, collect the assignment and assess it using Teacher Resource 3.6, Assessment Criteria: My Own Weekend Getaway. If students need more time to finish their work as homework, collect the assignment at the beginning of the next class period and assess it accordingly. 

	6
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	20
	Reflection: Key Learning Objective 
Students reflect on whether they met a specific learning objective for this lesson.
Prior to class, prepare to project Teacher Resource 3.7, Prompts: Learning Objective Reflection (separate PowerPoint slide), during this activity.
Note: If your students lack experience with reflecting on their learning or reflecting on whether they met a learning objective for a lesson, refer to Teacher Resource 3.8, Guide: Teaching Reflection. Allocate more time for this reflection activity in order to integrate more direct instruction and practice. 
Write the following learning objective on the board: 
Compare and contrast several theories about consumer motivation. 
Project Teacher Resource 3.7, Prompts: Learning Objective Reflection (separate PowerPoint slide). Tell students to choose one of the prompts and think about it in connection with the learning objective on the board. They should then write their reflection in their notebook. 
Give students a few minutes to write down their thoughts. Ask for a show of hands to see who chose the first prompt. Place these students in pairs or triads to compare their reflections. Do the same for each of the other prompts. Their task is to choose the reflection that is most complete, on topic, and thoughtful. 
Ask a member of each group to share the reflection that the group feels best fits these criteria. Generate a brief class discussion to help students develop their metacognitive skills. Complete this activity by telling students that this type of practice will help them when they have to complete professional self-evaluations in their internships or jobs. If your students are participating in NAFTrack Certification, it also prepares them for the reflection component of the culminating project.


Extensions
Content Enrichment
Have students bring closure to the vocabulary taxonomy they started in Lesson 1. Instruct students to spend five minutes adding any new terms that they have not yet included. Next, have students do a gallery walk to collect more terms from their classmates. Conduct a brief class review and discussion on the additions they made. Conclude by reminding students that they now have a resource for future assignments that will help them to remember and use new terminology.
Have a hospitality and tourism business owner speak to the class. Hold a question and answer period at the end of the visit. Alternatively, ask students to interview travel agents or hospitality and tourism business owners to determine how these professionals use consumer needs and choices to develop their services and products. Have students present their interview questions and findings in a written report.
Instead of using the full set of information provided in Teacher Resource 3.1, Activity: Who, What, When, Where, Why, How?, give students only the “Who I am” portion for a new set of customers and have students fill in the rest of the information before conducting the activity.
Arrange for students to visit a hospitality and tourism business, such as a restaurant, an entertainment business, a transportation business, or a hotel, and write a report on what they notice about customer service. They should list specific customer service activities employees utilized, including greeting customers, taking orders, providing information, and making transactions. Students should also include a review of how the employees carried out these customer service responsibilities. Tell students to take a look at websites and online forums that post customer service reviews daily like Yelp, TripAdvisor, Open Table, Twitter, and Facebook. Explain that social media is now a crucial part of customer service-based business success.
Have students interview a hospitality and tourism employee about what customer service skills the employee needs in order to successfully carry out his or her duties. Alternatively, students can interview someone who is responsible for hiring employees and ask what customer service skills employees need in order to get the job. Ask students to write up their findings in a report that they can share with other students. 
Send students out on an investigation: ask them to find one business, in any type of industry, in which employees don’t have to perform any type of customer service role. Have students report on their findings and explain how difficult it was to find a business that didn’t have a customer service component to it.
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