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What we wanted to learn about our students:

Our students who are completing certificates will typically seek work as a travel consultant, either working in a travel agency or as a home-based independent consultant.  In either case, it is imperative that they develop excellent research skills using the Internet as well as effective communication skills for client contact.  It is becoming increasingly important to learn how to write effective emails, as this is becoming a common method for client communication.  The following ISLOs and PSLOs map directly into these important skills:
ISLO #4 – Appropriately apply industry materials and technology.

PSLO #5 – Demonstrate knowledge of travel industry technology and apply the technological skills necessary to succeed in the travel industry.

ISLO #3 – Demonstrate strong communication skills (written and/or oral) and interpersonal skills (customer service and team work).

PSLO #4 – Demonstrate excellent communication skills (oral and/or written) as well as excellent soft skills in a sales and business environment. 

What we did: 

Students from the Spring 2008 TRAVL 95 class were studied.  TRAVL 95, Advanced Travel Concepts, was chosen because this course attracts students who are serious about entering the travel industry, and typically, they are finishing one or more program certificates.  

The assessment instrument was a written assignment submitted during week 5 of the semester-length course.  The assignment was to research a portion of a client travel scenario (demonstrating proficiency in PSLO #5), then write an email to the client with a recommendation (demonstrating proficiency in PSLO #4).  The email was posted on the discussion board in the online class so that all students could read it.  During the next week, each student was required to provide feedback (with specific guidance) for two different emails.  Supporting documents for this assessment instrument are attached.
In addition to assessing student work, we also asked the students to complete a survey at the end of the Internet unit, which gave us insight into student perception of their learning experience.  Survey questions are attached.

What we learned about our students: 

Results of Written Assignment:  

Of the 16 students who completed the course, 14 students submitted this assignment.  Scores for the submitted assignments were good, ranging between 7/10 and 10/10.  The average was 8.6.  The strongest emails exhibited most or all of the proficiency criteria listed in the attached document, Assessment Instrument: Client Scenario Assignment – Internet Unit.  The weaker examples exhibited a need for improvement in one or more proficiency areas.  Specifically, continued work needs to be done in the following areas:

· Clear and accurate summary/synthesis of information from online resources

· Demonstrating an understanding of the client scenario and relating the information to client needs
· Professional presentation – especially in the areas of grammar and spelling

Since this particular assignment comes early in the course, and some students have had less experience than others, it is important to look at this assessment instrument with this consideration in mind.  A subsequent assignment which is submitted in Week 9, is also scenario-based, and requires the students to research and recommend a tour by writing a letter to a client.  Particular attention should be paid to the three areas listed above so that the students continue to fine-tune these important skills. 
Results of Student Survey:

Twelve students submitted feedback surveys on the Internet Unit.  We paid particular attention to Question #2: “Which lessons, information, and/or activities were most valuable for you?”  Student responses included:
· Six students specifically mentioned that they learned better search techniques and found the information about travel-related websites valuable.

· Six students specifically mentioned that they learned how to write more effective emails.

So in short, the students who responded indicated that this unit was valuable.  Giving the students additional opportunities to practice their skills will help more students achieve excellence in applying their technological skills and demonstrating excellent client communication.

What we plan to do next to improve student learning: 

Particular attention will be given in subsequent assignments to areas that need continued work.  For those students who need to improve their grammar, usage and spelling, links to helpful websites will be posted in the online classroom.  
In order to assess improvement of skills at the end of the course, a question will be included in the final exam which requires the students to research a particular travel topic (given a short client scenario) then craft an email to the client, presenting relevant information and recommendations.  This email will be compared with the email submitted in Week 5 (the assessment instrument described in this report) to determine improvement in key areas.  This action plan will be implemented in Fall 2008 by Debbie Wilson, the instructor for TRAVL 95.
