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	Materials needed: Hospitality Services textbook, pgs. 21-37Hospitality Services Instructor's ResourcesHospitality Services Instructor's Presentations for Power PointHospitality Services Exam View.
	Resources: Principles of Hospitality & Tourism wordsearch. Power Point Review (revised) Youtube:Student Stories Polly, Hospitality & Tourism Management. Master Class:"Latest Trends and Developments in the Hospitality Industry" by Nicolas Graf
	Activities: Students will: *Brainstorm good & bad service experiences. *Complete the Before You Read on page 21. *Develop a description & an example for each of Maslow's level of needs. *Write the name of a local hospitality business, then have them list all the types of customers that go to that business. *Explain why back-of-the-house employees need to be as concerned about customers as front-of-the-house employees. *Prepare a checklist of tasks that need to be done at the entrance of their school or at the home to make sure that the entrance makes a good impression.*TOUR CHOCTAW CASINO & RESORT DURANT, OK  
	Assignments: *Read Unit*Complete 16 gramatically correct & in context sentences using unit 2 terms. *Complete Power Point Review (revised) Complete puzzle/word search. Average.*Complete Review Questions page 36.*Role-play server-customer. Discuss pros & cons of techniques used by each.*Write essay about describing a recent experience you had as a customer.*Present talk on 11 critical moments during full service meal that you recently experienced.*Workbook: Complete: A. Providing For Customer Needs pg. 13B. Key Points in Quality Service pg. 14C. Why Is customer Service Important pg.15D. When Customers Complain pg.17E. Key Terms Review pg. 18
	Submitted by: Terry Davis-Floyd
	Contact info 1: Achille School
	Contact info 2: 508 283-3775
	Lesson plan title: SERVICE: THE HEART OF HOSPITALITY
	Subject area: HOSPITALITY, TOURISM AND RECREATION
	Recommended courses: HOSPITALITY SERVICES: FOOD-LODGING-TRAVEL- TOURISM-RECREATION. THIRD EDITION.  THE GOODHEART-WILLC OX COMPANY
	Standards: Hospitality, Tourism and Recreation(/uploads/1/8/3/9/18396981/ns4fcs-10-hospitality.doc
	Objectives: *analyze why customers are important to the hospitality business.*describe the needs that hospitality businesses satisfy.*describe the two types of hospitality employees.*list the six characteristics of customer focused employees*distinguish the 11 critical moments in customer service*asses the importance of good communication skills.*describe methods of handling t 
	Summary/outline: I.  CustomersII.  Customer NeedsIII. Satisfying Customer NeedsIV. Hospitality EmployeesV.  Critical MomentsVI. Customer Relations
	Motivator: Begin Class: youTube: Discover Oklahoma - Choctaw Casino & Resort. Expansion.InterContinental Danang-Our Resort Concierge "Thinks Beyond" Front Desk First Impressions. Rits Carlton: "About Us".
	Eval: Hospitality ServicesExam ViewAssessment Suite -Unit 2 Exam
	Notes: 


