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Programme Module for

Meeting Visitor Needs and Expectations

Ag Freastal ar Riachtanais agus Ionchas na gCuairteoirí


leading to

Level 4 QQI
Tourism Visitor Care

4N0628

Introduction
This programme module may be delivered as a stand alone module leading to certification in a QQI minor award. It may also be delivered as part of an overall validated programme leading to a Level 4 QQI Certificate. 
The teacher/tutor should familiarise themselves with the information contained in the Laois and Offaly ETB’s programme descriptor for the relevant validated programme prior to delivering this programme module.
The programme module is structured as follows:

	1. Title of Programme Module 

	2. QQI Component Title and Code

	3. Duration in hours

	4. Credit Value of QQI Component 

	5. Status.  

	6. Special Requirements 

	7. Aim of the Programme Module

	8. Objectives of the Programme Module

	9. Learning Outcomes

	10. Indicative Content

	11. Assessment

a. Assessment Technique(s)

b. Mapping of Learning Outcomes to Assessment Technique(s)

c. Guidelines for Assessment Activities

	12. Grading

	13. Learner Marking Sheet(s), including Assessment Criteria


Integrated Delivery and Assessment

The teacher/tutor is encouraged to integrate the delivery of content where an overlap between content of this programme module and one or more other programme modules is identified. This programme module will facilitate the learner to develop language, literacy and numeracy skills relevant to the themes and content of the module. 
Likewise the teacher/tutor is encouraged to integrate assessment where there is an opportunity to facilitate a learner to produce one piece of assessment evidence which demonstrates the learning outcomes from more than one programme module. The integration of the delivery and assessment of level 4 Communications and level 4 Mathematics modules with that of other level 4 modules is specifically encouraged. 

Structured communication and teamwork is encouraged between the teacher/tutor delivering this programme module and the language, literacy, numeracy and learning support teacher/tutor, as appropriate, to facilitate the learner in completing the programme module and achieving certification in the award.

Indicative Content
The indicative content in Section 10 does not cover all teaching possibilities. The teacher/tutor is encouraged to be creative in devising and implementing other approaches, as appropriate. The use of examples is there to provide suggestions. The teacher/tutor is free to use other examples, as appropriate. The indicative content ensures all learning outcomes are addressed but it may not follow the same sequence as that in which the learning outcomes are listed in Section 9. It is the teacher’s/tutor’s responsibility to ensure that all learning outcomes are included in the delivery of this programme module.
1. Title of Programme Module

Meeting Visitor Needs and Expectations
2. Component Name and Code 

Tourism Visitor Care  4N0628


3. Duration in Hours

100 hours (typical learner effort, to include both directed and self directed learning)

4. Credit Value

10


5. Status

This programme module may be compulsory or optional within the context of the validated programme. Please refer to the relevant programme descriptor, Section 9 Programme Structure


6. Special Requirements

None
7. Aim of the Programme Module

This programme module aims to equip the learner with the knowledge, skills and competence to understand the social and economic benefits of tourism and to have an awareness of their own role in meeting the needs and expectations of visitors.
8. Objectives of the Programme Module

· To enable the learner to interact effectively with visitors to Ireland by providing information and customer care
· To develop in the learner a knowledge of the tourism industry in Ireland and awareness of the factors affecting Tourism.

· To familiarise the learner with aspects of Irish traditions and culture of interest to visitors with specific reference to their own locality.

· To foster an awareness in the learner of cultural diversity in a tourism context

· To assist the learner to develop the language, literacy and numeracy skills related to Tourism Visitor Care through the medium of the module themes and content

· To enable the learner to take responsibility for his/her own learning.
9. Learning Outcomes of Level 4 Tourism Visitor Care

Learners will be able to:

1. Describe the social and economic role of tourism in Ireland

2. Summarise the structures and profile of the Irish tourism and hospitality sectors

3. Outline the principal markets for Irish tourism, and the different categories of tourist, their needs and expectations

4. Outline the key features of Irish traditions, heritage and culture

5. Explain what is meant by sustainable tourism

6. Explain the role of the “Irish welcome” concept for visitors to Ireland

7. Identify key elements of customer care and the impact of customer interactions on visitor perceptions

8. List key components of the Irish tourism product

9. Access visitor information from a range of sources

10. List key attractions, leisure activities and amenities in a local area, offering advice and recommendations where required

11. Demonstrate appropriate personal presentation, communications and customer care skills

12. Demonstrate respect for diversity in lifestyles, religion, ability and culture.

10. Indicative Content 
This section provides suggestions for programme content but is not intended to be prescriptive. The programme module can be delivered through classroom based learning activities, group discussions, one-to-one tutorials, field trips, case studies, role play and other suitable activities, as appropriate.

Section 1: The Tourism Industry

To provide the learner with a broad overview of the Tourism Industry in Ireland.

· Describe the social role of tourism in Ireland, for example:  the development of amenities such as accommodation, leisure facilities and infrastructure; seasonality; conservation of heritage sites; the international reputation and perception of Ireland; the economic role of tourism including employment, investment in infrastructure, sustainability.

· Identify the principal components of the Irish tourism industry to include, accommodation, food and beverage, visitor attractions, entertainment, transport, natural resources, leisure tourism, for example, golf, fishing etc, educational tourism, for example, language learning.

· Categorise the key visitor markets, that is: domestic (the largest) and overseas visitors. Identify principal markets for example: UK, USA, Continental Europe. Summarize the different categories of tourist, for example: visiting friends and relative (VFR), business travellers, long stay/short stay. Their needs: e.g. accommodation, dining, leisure, their expectations:  e.g. value for money, friendliness of welcome, clean green environment.

· Define the key elements of sustainable tourism to include: environmental awareness, e.g. encouraging recycling, low cultural impact, economic viability

· Explore with the learner the key elements of the Irish tourism product to include:
environment, labour force, education, Irish culture, landscape and people, heritage.

Section 2: Culture and Heritage
To equip the learner with sufficient knowledge of Irish culture to provide the visitor with information across a range of areas.
· Give the participants an awareness of areas of:

·  Irish culture of interest to visitors e.g. Riverdance, Traditional music, music festivals

· Major literary figures and their appeal in a given locality e.g. James Joyce in Dublin, WB Yeats in Sligo, Brian Friel in Donegal

· Heritage sites e.g. Clonmacnoise,  Skellig Michael (Kerry), The cliffs of Moher, Newgrange  and Brú na Bóinne, The Hill of Tara.  Engender an awareness of some of the issues surrounding heritage sites, for example the long–term need to protect fragile heritage sites against the threat posed by increasing visitor numbers.

· Familiarise participants with the concept of the Irish welcome, the “Céad Míle Fáilte” and its significance for visitors; the features of Irish society and culture that attract and interest visitors to Ireland.

Section 3: Customer Care

To enable the learner to:
· Define customer care and elements of good customer practice.

· Understand the importance of good or bad first impressions on customers.

· Identify the skills, qualities and attitudes required to perform effectively when dealing with customers in a tourism context.

· Understand the importance of: 

· Maintaining a positive attitude

· The difference between verbal and non-verbal communication e.g. positive and negative body language

· The potential impact of personal presentation and appearance on customer perceptions

· Dealing with challenging situations, e.g. late arrivals, difficult customers etc.

· Be familiar with current Equal Status legislation, understand the term discrimination, be alert to and avoid practices and behaviour which might discriminate against an individual on the basis of culture, race, gender, socio-economic circumstance and learning, sensory, physical and intellectual disability. Be aware of different provisions that may be needed to satisfy the needs of different customers and of the benefit to tourism providers in meeting a broad range of customer needs

Section 4: Exploring Local Amenities

Equip the learner with the requisite skills to:
· Access information from a variety of sources, for example, State agencies, Fáilte Ireland, Tourism Ireland and the Northern Ireland Tourist Board, their websites and regional offices; tourist offices in rural areas affiliated to Fáilte Ireland.

· Identify local tourist facilities e.g. key attractions, leisure activities and amenities in their local area in order to pass this information on and advise visitors on the suitability of facilities.
11. Assessment

11a.
Assessment Techniques
Portfolio/Collection of Work
100%

11b.
Mapping of Learning Outcomes to Assessment Techniques
In order to ensure that the learner is facilitated to demonstrate the achievement of all learning outcomes from the component specification; each learning outcome is mapped to an assessment technique(s). This mapping should not restrict an assessor from taking an integrated approach to assessment.
	Learning Outcome
	Assessment Technique

	1. Describe the social and economic role of tourism in Ireland
	Collection of work

	2. Summarise the structures and profile of the Irish tourism and hospitality sectors
	Collection of work

	3. Outline the principal markets for Irish tourism, and the different categories of tourist, their needs and expectations
	Collection of work

	4. Outline the key features of Irish traditions, heritage and culture.
	Collection of work

	5. Explain what is meant by sustainable tourism
	Collection of work

	6. Explain the role of the “Irish welcome” concept for visitors to Ireland
	Collection of work

	7. Identify key elements of customer care and the impact of customer interactions on visitor perceptions
	Collection of work

	8. List key components of the Irish tourism product
	Collection of work

	9. Access visitor information from a range of sources
	Collection of work

	10. List key attractions, leisure activities and amenities in a local area, offering advice and recommendations where required
	Collection of work

	11. Demonstrate appropriate personal presentation, communications and customer care skills.
	Collection of work

	12. Demonstrate respect for diversity in lifestyles, religion, ability and culture.
	Collection of work


11c.  
Guidelines for Assessment Activities
The assessor is required to devise assessment briefs and marking schemes for the collection of work and skills demonstration.  In devising the assessment briefs, care should be taken to ensure that the learner is given the opportunity to show evidence of achievement of ALL the learning outcomes. 

Assessment briefs may be designed to allow the learner to make use of a wide range of media in presenting assessment evidence, as appropriate. Quality assured procedures must be in place to ensure the reliability of learner evidence.
	Assessment Technique 1

Portfolio/ Collection of work
	Assessment Technique 1

100%

	The collection of work may be produced throughout the duration of this programme module.

	
The learner will compile a collection of work to include evidence that demonstrates the following:

1. The Tourism Industry- 

A report on The Tourism industry in Ireland to include:

· A description of the role of tourism in Ireland

· A summary of the structures and profiles of the Irish tourism and hospitality sectors

· The principal markets for Irish tourism, and the different categories of tourist, their needs and expectations

· A definition of sustainable tourism

· The key components of the Irish tourism product

2. Culture and Heritage

A presentation on at least one site, cultural figure or phenomenon that may attract visitors to Ireland.

· An exploration of a key area of Irish cultural identity

· An evaluation of how a tourist market may be attracted to its destination for cultural reasons

3. Customer Care

· A description of the key elements in customer care in tourism

· An identification of the importance of appropriate personal presentation, communications and customer care skills

· An identification of the significance of respect for diversity in a tourism context

4. Local Amenities 

· A list of key attractions, leisure activities and visitor amenities in their local area, indicating which category of visitor these may be suitable for and 

· Where they accessed the information
Evidence for this assessment technique may take the form of written, oral, graphic, audio, visual or digital evidence, or any combination of these (select as appropriate). Any audio, video or digital evidence must be provided in a suitable format.

All instructions for the learner must be clearly outlined in an assessment brief.


12. Grading

Distinction: 
80% - 100% 

Merit:

65% - 79%

Pass: 

50% - 64%

Unsuccessful:
0% - 49%

At levels 4, 5 and 6 major and minor awards will be graded. The grade achieved for the major award will be determined by the grades achieved in the minor awards.

	Tourism Visitor Care 4N0628
	Learner Marking Sheet
Collection of work 100%


Learner’s Name: ……………………………………………………………
	Assessment Criteria
	Maximum Mark
	Learner Mark

	The Tourism Industry

· Comprehensive summary of the Tourism Industry in Ireland and a thorough understanding of the social and economic role of tourism in Ireland                                                                                       

· Correct description of the key components of the Irish tourism product

· Correct identification of key visitor markets

· Clear definition of sustainable tourism
	40
	

	Culture and Heritage

· Detailed exploration of the chosen topic

· Effective use of research/design/presentation skills
	15
	

	Customer Care

· Understanding of customer care and good customer practice clearly demonstrated

· Clear understanding of the potential impact of personal presentation on visitor perception 

· Identification of Equal status legislation and avoidance of discrimination
	30
	

	Local Amenities

· Relevant information collected 

· Resources efficiently used
	15
	

	Total Mark
	100
	


NO ROUNDING OF MARKS

The Assessor has signed the Summary Results Sheet to verify that the evidence presented in the attached portfolio is the work of the named learner and that the marks awarded here have been transcribed to the Summary Results Sheet

External Authenticator's Signature: ............................................................   Date: ...............................
Doc No: 4N0628-02
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