[image: ]
	Lesson Plan

	Programme / Course: Digital Skills
	Subject: Communication and Collaboration. Interacting Through Digital Technologies

	Link to Scheme of Work / Training Schedule: Session 1
	Duration: 2 hours

	Learning Level: Level 7

	Learning Aim for the Lesson:
To ensure students are able to interact online and engage customers

	Competencies / Learning Outcomes:
1. Be able to appraise different ways to boost customers/guests engagement. 
2. Be able to evaluate the appropriate use of digital technology to interact and identify communication means. 
	Resources:
Laptop and projector
Wi-Fi or internet connection
Students’ own devices
Flipchart paper and pens
Pens / highlighters

	Core Skills

	Green:

	Digital:
D.4. Interacting through digital technologies
	Social:
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	Timing (mins)
	Learning Outcomes
	Instructor Activity
	Student Activity
	Resources
	Assessment

	5 mins
	N/A


	Display PPT slides 1 – 4.
Welcome, housekeeping and timings for the session.
Outline the aims and objectives of the session.
	N/A
	PPT slides 1-3
	N/A

	10 mins
	LO1
	Display PPT slide 5 to facilitate the discussion on online customer engagement.
How do you express your personal engagement in an online environment?
How important is engagement in online environments?

Instructor leads a discussion about the online engagement.
	Students discuss online engagement. First, they share their personal experience and then discuss online engagement.
	PPT slide 5

	Active participation in group discussion.

	5 mins
	LO1
	Display PPT slide 6.
Instructor reminds the group of the main tools of online interaction, the core and importance of online interaction:
· Online Interaction is the dialogue, communication and social interaction between and/or among physically separated participants in online learning environments with the support of educational technology
· Involves individuals or groups engaging in a communication process that is taking place over the Internet or a technology network environment
· Interaction serves as one of the most prominent features of the online shopping environment. Online enterprises provide consumers with interactive tools that are conducive to attracting consumers’ attention and enable consumers to perceive and experience online shop interaction and enterprises
· Consumers’ perceived interaction shapes their attitudes and purchase behavior. Interaction with consumers promoted by enterprise could help to increase the satisfaction and enjoyment of consumers, thereby improving its relationship marketing performance
· Good interactive tools bring more information to the customer while providing real-time feedback on customer demand. By promptly resolving the user’s problems, B2C companies can narrow their distance from customers, improve customer service levels, enhance customer satisfaction and even stimulate customers’ desire to purchase 
	Students listen to recap and ask questions as required. Make notes as necessary.


	PPT slide 6

	Questions asked and answered. 
Notes made.

	5 mins
	LO1
	Display PPT slide 7 and instructor explains what an online engagement is. 

Engagement is the online catalyst that converts prospects to customers, customers to loyal customers, and loyal customers to vocal brand advocates

Customers that aren’t engaged are less likely to value your product and are more likely to churn (and become customers of your competitors). Conversely, engaged, happy customers will provide valuable feedback to help you improve your product, will be advocates for your brand and will refer new customers to grow your customer base. 
	Listen to explanation and ask any questions.
	Laptop and projector.

Wi-Fi or internet connection.

PPT slide 7


	Notes taken and questions asked, comments made.

	10 mins
	LO1
	Using PPT slides 8-10 The online engagement spectrum, the instructor explains all modes of online customer engagement.

Whilst explaining the instructor should ask questions and ask students to give examples from the tourism industry.
	Students are encouraged to actively provide examples, preferably from the tourism industry.
	PPT slides 8-10
	Questions asked and answered.  Examples given.

	10 mins
	LO1
LO2
	Display PPT slide 11. The instructor facilitates / leads a group discussion:
· Think about the online customer engagement in tourism and hospitality. How does it differ from the other sectors/industries?
· Who is responsible for the online customer engagement in a hotel/restaurant/travel agency/visitor attraction? 
· What do you think about integrating chat-bots and other technological forms of digital interaction (e.g. voice assistants) to serve customers? Outline their pros and cons, compared to the human-driven interaction tools

The instructor should make sure that all students are engaged and joining in with the discussion. If it is a large group – consider splitting the students into two or three smaller groups to ensure all are engaged.
	Students discuss the questions, posing different points of view, discuss them from a managerial perspective. 
	PPT slide 11
	Participation in the group discussion.

	10 mins
	LO1
LO2
	Display PPT slide 12.
Instructor introduces the steps for building online customer engagement through online interactions. 

Steps to create effective engagement (Source: https://acquire.io/blog/customer-engagement-strategies):
1. Define your customer journey map – Know who your customers are and where they come from
2. Identify points of interaction– How your customers interact with you helps identify customer engagement platforms
3. Observe their behavior in real-time – Analytics help you better understand and fulfill your customers’ requirements.
4. Offer personalized service – Personalization addresses current customer demands. Generic marketing will not work. Customers will abandon, preferring brands offering more personalized conversations
5. Observe how many prospects accept the offer and take action – Creating customized offers prompts action from your customers. Measure the number of activities to determine the success of your strategy
6. Observe how many of the engaged users bounced off without taking action – Bounce rate tells you a lot about the health of your customer service and the experience your customer engagement platforms offer
7. Take feedback on board – Feedback is a gift. Regular surveys help you understand customers’ expectations. Send a short inquiry to churned customers. Find out what went wrong

Instructor can choose a particular tourist company/brand and   illustrate at each step with an example from this company.
	
	Students listen to explanation and make notes.  Ask questions as required.
	PPT slide 12
	Notes made and questions asked.

	15 mins
	LO1
LO2
	Display PPT slides 13 – 17.
Instructor works through the slides explaining general tips for customer engagement using online interaction tools, including Web site, blogs, online content, social media, e-mail, chat rooms, chat-bots, reviews and review sites.

As going through the slides, the instructor asks students for examples making sure they are relevant to the tourism and hospitality industry.
	Students are encouraged to provide examples of the cited tips for the tourism and hospitality industries as working through the slides.
	PPT slides 13-17

	Examples given are relevant and contextualized to the tourism and hospitality industry.

	45 mins
	LO1
LO2
	Display PPT slide 18 Workshop.
Building an online customer engagement strategy
Instructor divides the group into smaller groups to carry out steps 1 – 3.  After the allocated discussion time (suggest 20 mins), asks two groups to work together to carry out step 4 (10 mins).  Then once step 4 has completed, they go back into their own groups to carry out step 5 (10 mins).
1. Select different tourist companies/brands (one from each subsector)
2. Determine all online interaction channels for this company
3. Develop together a strategy/map for the most effective online customer engagement
4. Test your strategy with your peers, asking them how they would react to your actions
5. Outline the specific features of your company/brand that would require relevant approach

Brings the  groups together and facilitates a feedback and discussion session to round off the activity.
	In small groups students select different tourist companies or brands and plan effective strategies for building online customer engagement, following the steps from slide 12 and applying the tips from slides 13-17 in tourism industry context.
	PPT slide 18

	Results from and participation in the small group discussions, the two-group discussions and the whole group feedback and discussion.

	5 mins
	All
	Session round up and questions.
	Students ask questions to clarify understanding.
	N/A
	N/A
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