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Customer Service
Basic Course Information

	Course Title:
	Customer Service

	CTE Industry Sector:
	Marketing, Sales, and Services 

	Career Pathway:
	Professional Sales


	Course Level:
	x
	Introductory
	x
	Concentration
	
	Capstone


	Course Number:
	0801

	CBEDS Title:
	Customer Service Representative

	CBEDS Number:
	4119


	Course Hours:
	36

	Prerequisites:
	None

	Evaluation:
	1. Satisfactory completion of all written assignments as evaluated by the instructor.

2. Satisfactory completion of written objective examinations and practical tests on assigned materials.

3. Satisfactory participation and progress in classroom activities as evaluated by the instructor.

	Conditions for Repetition:
	Students who have failed to meet the objectives because of insufficient attendance or inability to master content may repeat the course.

	Articulation Information:
	N/A

	Articulation Credit:
	N/A

	High School elective Credit:
	N/A

	Advisory Committee Meetings:
	Meet yearly


Course Description

	Good customer service is vital for all businesses, larger or small.  It can have a direct impact on customer loyalty and where potential customers choose to spend their money.  Gain thorough knowledge and understanding of customer service practices and become confident in handling enquiries, complaints, and communications as well as cash handling and cashiering for employment.


Instructional Strategies

	Teacher lecture and demonstration
20%

Teacher supervision of student practice
60%

Testing and evaluation                                                                                                    20%



Instructional Materials

	Textbooks: The World of Customer Service 3e, Gibson


Career Plan:  How this Course fits into the Course Sequence 

	Sequence of Courses
	Course Level
	Primary Funding Source
	Perkins

Funded
	Total Duration

	Name of Course
	Intro.
	Concentration
	Capstone
	District/COE
	ROCP
	Yes or No
	(In hours)

	Customer Service
	X
	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	 FORMCHECKBOX 

	Yes
	

	· Student can add this course to any pathway


Occupations for Identified Pathway

	Pathway occupations organized by level of education and training required for workplace entry.

(Asterisked occupations require certification or licensure.)

	Postsecondary Training

(certification and/or AA degree)
	College University

(bachelor’s degree or higher)

	· Customer Service Representative
· 
	•



Course Goals

	1. Understand what customer service is and how to identify the needs of customers.

	2. Understand the impact of globalization and the need for cultural diversity. 

	3. Understand how to earn customer loyalty.

	4. Develop strategies to build and manage relationships with customers.

	5. Gain important time management and organizational skills.

	6. Understand customer complaints and have the ability to problem solve and negotiate to resolve the issue.

	7. Gain the knowledge to manage extreme customers and increase customer retention.

	8. Gain the necessary skills to manage a customer service department.

	9. Gain strategies for effective communication.

	10. Gain strategies for effective listening.

	11. Develop good etiquette and manners and understand how to use proper body language.

	12. Gain phone and technical skills.

	13. Gain the skills to collect and disburse cash and are familiar with cash systems.


Instructional Module/Unit

	Unit 1
	Introduction
	Class Hrs.
	2
	Lab Hrs.
	0



Description:

	Students gain an introduction to the course and learn class expectations.  They are introduced to the common traits exhibited by people successfully working in this field, personal qualifications, interests, aptitudes, and knowledge of skills necessary to succeed this career pathway. Students also learn how to identify the needs of the customer.  

	Unit 1 Competency:  Upon Completion of this unit, the student is able to:

	1. Identify the personal qualifications, interests, aptitudes, knowledge and skills of successful 

	2. Identify the customer.

	3. Identify the needs of the customer.


	Unit 2
	The Global Customer
	Class Hrs.
	2
	Lab Hrs.
	0



Description:

	Students learn the impact of globalization and the importance of being culturally diverse. Student learns how to deal with a variety of customer personalities and how to interact and serve disabled customers. Students also gain an understanding of generational differences.

	Unit 2 Competency:  Upon Completion of this unit, the student is able to:

	1. Understand the global impact on the customer service industry.

	2. Understand cultural diversity when serving customers.

	3. Recognize customer personalities and adjust accordingly to provide better service.

	4. Understand generational differences.

	5. Identify needs of the disabled customer.


	Unit 3
	Exceptional Customer Service
	Class Hrs.
	2
	Lab Hrs.
	1



Description:

	Students will gain and understanding of customer perceptions, how to gain customer loyalty, and who is right for customer service.  They will use the information to provide exceptional customer service to their customers.

	Unit 3 Competency:  Upon Completion of this unit, the student is able to:

	1. Demonstrate knowledge of customer perceptions.

	2. Earn customer loyalty.

	3. Identify who is a right fit for customer service.


	Unit 4
	Customer Service Strategy
	Class Hrs.
	2
	Lab Hrs.
	0



Description

	Students learn strategies to build and manage customer relationships.  They also gain understanding of the service infrastructure and marketing and sales.

	Unit 4 Competency: Upon Completion of this unit, the student is able to:

	1. Develop and manage customer relationships.

	2. Understand the service infrastructure.

	3. Understand marketing and sales.


	Unit 5
	Critical Workplace Skills
	Class Hrs.
	2
	Lab Hrs.
	1



Description:

	Students learn time management and organizational skills that are needed when working as a Customer Service Representative.  They also develop the skills necessary to work as an effective team member.  This includes stress and anger management strategies.

	Unit 5 Competency:  Upon Completion of this unit, the student is able to:

	1. Demonstrate good time management skills.

	2. Demonstrate good organizational skills.

	3. Demonstrate strategies for stress and anger management.

	4. Demonstrate good teamwork skills.


	Unit 6
	Problem Solving
	Class Hrs.
	2
	Lab Hrs.
	1



Description:

	Students learn skills to understand complaints, problem solve and effectively negotiate.  Students also learn strategies to win back customers.

	Unit 6 Competency:  Upon Completion of this unit, the student is able to:

	1. Understand customer complaints.

	2. Demonstrate problem solving skills.

	3. Demonstrate good negotiating skills.

	4. Create an effective win-back plan.


	Unit 7
	Extreme Customers & Customer Retention
	Class Hrs.
	2
	Lab Hrs.
	1



Description

	Students learn how to identify and effectively deal with extreme customers.  This includes learning how to problem solve proactively.  Students learn how to measure customer satisfaction and how to use the information for customer retention.

	Unit 7 Competency: Upon Completion of this unit, the student is able to:

	1. Identify and handle extreme customers.

	2. Problem solve proactively.

	3. Measure customer satisfaction.

	4. Demonstrate strategies for customer retention.


	Unit 8
	Managing Customer Service
	Class Hrs.
	2
	Lab Hrs.
	1



Description:

	Students learn how to set service standards and how to manage a customer service department.  As part of the management process students gain an understanding of the Customer Service Representative (CSR) position and how to retain service professionals.

	Unit 8 Competency:  Upon Completion of this unit, the student is able to:

	1. Set service standards.

	2. Understand the CSR Position.

	3. Demonstrate strategies to retain service professionals.

	4. Manage a customer service department.


	Unit 9
	Communication Essentials
	Class Hrs.
	2
	Lab Hrs.
	1



Description

	Students are introduced to the basics of communication and communication styles.  They also learn strategies of how to effectively communicate with their customers.  Students also learn the fundamentals of business writing.

	Unit 9 Competency: Upon Completion of this unit, the student is able to:

	1. Understand the basics of communication.

	2. Identify a variety of communication styles.

	3. Communicate with customers.

	4. Demonstrate the fundamentals of Business writing.


	Unit 10
	Customer-Focused Listening
	Class Hrs.
	2
	Lab Hrs.
	1



Description

	Students learn the various levels of listening.  Students learn what ineffective and effective listening is and learn to apply effective listening methods.  Students become familiar with roadblocks they might face and how to overcome them.

	Unit 10 Competency: Upon Completion of this unit, the student is able to:

	1. Define the levels of listening.

	2. Define ineffective listening.

	3. Define effective listening.

	4. Explain the roadblocks to listening.


	Unit 11
	Nonverbal Communication, Dress and Manners
	Class Hrs.
	2
	Lab Hrs.
	0



Description

	Students learn how to use customer-friendly body language, how to dress to make a good impression, and proper etiquette and manners. 

	Unit 11 Competency: Upon Completion of this unit, the student is able to:

	1. Use customer-friendly body language.

	2. Dress to make a good impression.

	3. Demonstrate proper etiquette and manners.


	Unit 12
	Telephone and Digital Communication
	Class Hrs.
	2
	Lab Hrs.
	1



Description

	Students learn how to answer the phone in a professional manner, how to use voice technologies, evaluate their voice delivery, telemarking activities, web-driven service technologies, and how to recognize and plan for future challenges for customer service.

	Unit 12 Competency: Upon Completion of this unit, the student is able to:

	1. Answer the phone in a professional manner.

	2. Evaluate voice delivery.

	3. Understand telemarketing activities.

	4. Understand web-driven service technologies.

	5. Identify future challenges in the customer service. 


	Unit 13
	Cash Handling
	Class Hrs.
	2
	Lab Hrs.
	2



Description

	Students learn how to collect and disburse cash and learn about cash systems.  

	Unit 13 Competency: Upon Completion of this unit, the student is able to:

	1. Collect and disburse cash.

	2. Validate checks.

	3. Balance cash drawers and make deposits.

	4.


	Totals
	Theory Hrs.
	26
	Lab Hrs.
	10
	Total Hrs.
	36


APPENDIX A:

MATRIX FOR ALL ASPECTS OF THE INDUSTRY

All Aspects of the Industry is a key element of the Carl D. Perkins Vocational and Applied Technology Education Act and the School-to Work Opportunities Act.  Both acts emphasize giving students a comprehensive perspective and range of skills across an industry.  The Perkins Act requires programs to “provide students with strong experience in and understanding of all aspects of the industry students are preparing to enter”.  The Act identifies eight aspects in particular, which are common to any business or industry. Programs receiving Perkins funds are required to include the teaching of these concepts to provide students with the skills necessary to be successful in their employment.
STRATEGIES

Below is a matrix showing the components of “All Aspects of the Industry for the name of Course.”  A list of strategies is provided for each component.
	ASPECTS
	SEQUENCE OF COURSES 

	
	Course 1:



	Planning
	Students will learn how to work as a team and how team work applies in the workplace.  They will also learn how to prioritize work tasks.

	Management
	Students learn all aspects of managing a customer service department.  Student will problem solve and create plans to earn customer loyalty and to retain customers.

	Finance
	Students learn how to handle cash as a Customer Service Representative.

	Technical &

Production Skills
	Demonstrate the proper handling of money, math skills, scheduling and planning.

	Underlying Principles

Of Technology
	Use basic computer skills to research information.  Students develop job specific accounting skills to include math, finance and basic communications.

	Labor Issues
	Examine workers’ rights and responsibilities.

	Community Issues
	Creative thinking skills will be developed through contact with the community while participating in work based learning.

	Health, Safety, &

Environmental Issues
	Students follow safety rules in the classroom and apply them to their work environment. They also are aware of state and federal employment laws regarding health and safety.


Standards-Aligned Course: PLC work in progress

	Instruction Unit / Subunits
	Concepts/Skills
	Benchmarks


	Student Learning Outcomes
	Model Curriculum Standards

Mentioned = M  Reinforced = R  Taught = T
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