BARTON COMMUNITY COLLEGE

COURSE SYLLABUS

I. GENERAL COURSE INFORMATION
Course Number:  

BUSI 1807

Course Title:  

Customer Service

Credit Hours:  

3

Prerequisite:  

None

Division and Discipline:  
Workforce Training and Community Education
Course Description:  
This course will focus on the needs and requirements of internal and external customers, the enhancement of customer relationships, the significance of market research with respect to customers, the design and redesign of customer service strategies, and differentiate between internal and external customers in a service and manufacturing organization.

II. INSTRUCTOR INFORMATION

III. COLLEGE POLICIES
Students and faculty of Barton Community College constitute a special community engaged in the process of education. The College assumes that its students and faculty will demonstrate a code of personal honor that is based upon courtesy, integrity, common sense, and respect for others both within and outside the classroom. 
Plagiarism on any academic endeavors at Barton Community College will not be tolerated. The student is responsible for learning the rules of, and avoiding instances of, intentional or unintentional plagiarism. Information about academic integrity is located in the Student Handbook. 
The College reserves the right to suspend a student for conduct that is determined to be detrimental to the College educational endeavors as outlined in the College Catalog, Student Handbook, and College Policy & Procedure Manual. (Most up-to-date documents are available on the College webpage.) 
Any student seeking an accommodation under the provisions of the Americans with Disability Act (ADA) is to notify Student Support Services via email at disabilityservices@bartonccc.edu.
IV. COURSE AS VEIWED IN TOTAL CURRICULUM
Customer Service is required of those students seeking a degree in Business Management & Leadership and other applied science degrees.  The course also offers numerous practical applications for students employed in any business setting.

Transferability varies among institutions, and perhaps even among departments, colleges, or programs within an institution.  Also, these requirements may change from time to time and without notification.  Therefore, it shall be the student’s responsibility to obtain relevant information from intended transfer institutions during his/her tenure at Barton Community College to insure that he/she enrolls in the most appropriate set of courses for transferability.
V. ASSESSMENT OF STUDENT LEARNING
Barton Community College is committed to the assessment of student learning and to quality education.  Assessment activities provide a means to develop an understanding of how students learn, what they know, and what they can do with their knowledge.  Results from these various activities guide Barton, as a learning college, in finding ways to improve student learning. 

This course is intended to:

A. Introduce the student to customer service
1. Define customer service.

2. Provide an example of an organization’s mission statement.

3. Distinguish between external customers and internal customers.

4. List several types of customer contact points.

5. Identify required customer service skills and competencies.

6. Distinguish between outer-level and inner-level customer service.

B. Discuss customer behavior, customer loyalty, and exceptional service
1. Describe a customer’s concept of good customer service.

2. Contrast traditional customer service with exceptional customer service.

3. Describe customers’ buying behavior relative to their basic needs.

4. Cite examples illustrating excellent customer service.

5. Distinguish between customer satisfaction and customer loyalty.

6. List actions companies can take to earn customer loyalty.

7. Describe the working environment for most customer service representatives.

8. Identify reasons companies should train, empower, and reward service professionals.

9. Cite customer situations in which role-playing serves as an effective training method.

10. Suggest ways that companies can recognize and reward a CSR.

11. List four factors that have an impact on employee retention and encourage loyalty on the job.

C. Understand attitude and the personal approach with customers
1. Detail reasons that customer service is difficult to manage.

2. Describe a customer-oriented attitude.

3. Relate the core elements of the adversity quotient with service attitudes.

4. Describe the customer service benefits of the teamwork approach in organizations.

5. Detail several suggestions to follow when serving customers with disabilities and customers from different cultures.

6. Describe the activities involved in proactive problem solving when dealing with customers.

7. Describe the talents that a good customer service manager demonstrates.

D. Introduction to process of resolving customer problems and complaints
1. Cite examples of the three types of customer turnoffs – value turnoffs, systems turnoffs, and people turnoffs.

2. List reasons that customers complain.

3. Distinguish between a disagreement and a conflict and their respective outcomes on customer relations.

4. Itemize the steps necessary to follow when processing customer complaints.

5. Describe issues to be aware of when interpreting customer feedback.

6. Identify some typical methods a CSR can use to recover from the angry customer.

7. Describe the steps involved in solving customer problems.

8. Describe some communication techniques that bring about the resolution of conflict situations at work.
E. List ways of recovering from and winning back the angry customer
1. Create a typical script to follow when handling a customer service problem.

2. Discuss approaches to use when handling the emotions of customers when they complain and become angry.

3. Identify several examples of behaviors that service representatives can expect from angry customers.

4. Describe five types of customers who defect.

5. List the main reasons customers who are unintentionally pushed away no longer buy from a service or product provider.

6. Identify various types of feedback, or survey instruments.

7. List several reasons that most customers would rather walk away than complain about poor service or products.

8. Identify key points that should be in win-back messages.

F. Develop skills to better manage the customer service role
1. Associate self-talk with the concept of positive thinking.

2. Identify techniques to better manage time.

3. List the most troublesome time wasters.

4. Explain the importance of developing organizational skills.

5. Contrast the results of positive stress and negative stress on a person.

6. Cite several consequences of workplace stress on workers.

7. Devise a personal plan that includes several stress-management tips.

8. Define customer relationship management and give reasons that its use in business is increasing.

9. Describe the reasons that employee monitoring is becoming a more common practice in customer service organizations.
10. Explain the role of management in customer-oriented cultures.

11. List examples of measurable standards in customer service.

G. Understand the fundamentals of communicating with customers
1. State the relationship between customer expectations and customer perceptions.

2. Describe methods companies use to measure customer satisfaction.

3. Discuss the advantages of soliciting customer satisfaction comments.

4. Explain the elements in the communication process.

5. Describe an example of a mixed message.

6. Distinguish among the behaviors of people who communicate aggressively, passively, and assertively.

7. Associate the term empowerment with the task of serving customers well.

8. Compose examples of open probing, closed, alternative choice, leading and direct questions.

9. List tips to follow with customers before answering their questions.

10. Contrast the effects of using positive language with the effects of using negative language in oral and written communication.

H. Introduce nonverbal communication, dress, manners, and listening skills
1. List the elements that constitute a person’s body language.

2. Explain some interpretations of body language signals when serving customers.

3. Describe a common dress code for workers in today’s workplace.

4. List some examples of business etiquette and manners.

5. Distinguish among the three levels of listening.

6. Contrast active listening with passive listening.

7. Cite some guidelines to following when practicing empathetic listening.

8. Discuss ways to become a better listener while non-native persons are speaking.

I. Develop effective telephone communications
1. Detail the essential customer service skills needed when communicating over the phone.

2. Describe the processes to follow when transferring calls and putting customers on hold.

3. Discuss the purpose of voicemail and offer some suggestions for designing voice mail systems for customers.

4. Draft scripts to use when recording a voicemail message and when leaving a voicemail message.

5. List some general guidelines for using your voice effectively, especially on the phone.

6. Distinguish between outbound telemarketing and inbound telemarketing.

7. Cite examples of fraudulent telemarketing activities directed at consumers.

J. Understand communicating in writing with customers
1. Discuss the importance of identifying the audience and purpose of writing when creating documents.

2. Describe how the tone in a written document affects the total message received by the reader.

3. Identify an effective method of writing rejection letters to customers.

4. List the three-step approach to the writing process.

5. Describe the actions that writers take in the revision, editing, and proofreading activities of the writing process.

6. List the advantages of using a computer software template or wizard when creating written business documents.

7. Format a typical business letter and memorandum.

8. Explain the major parts of an e-mail message.

K. Discuss challenges when servicing customers online
1. List the multichannel communication methods used by online shoppers.

2. Describe the difference between the additional skills required of e-reps and the basic skill set needed by CSRs.

3. Identify the advantages to organizations of using the business-to-consumer e-commerce model.

4. Explain the importance of netiquette while using the Internet with customers.

L. Use technology to communicate with customers
1. Describe the use of web-based technologies in customer service departments.

2. Discuss some design principles when developing a web site.

3. List some advantages and disadvantages of exchanging messages with customers through e-mail.

4. Describe the application of instant messaging and chants when serving customers online.

M. Understand the future of delivering superior customer service
1. List the opportunities for customer service that a technology-driven online store provides.

2. Describe the extent to which online services are growing.

3. Discuss some challenges facing companies involved in e-commerce.

4. Identify the major trends in e-commerce that affect the manner in which businesses operate.
VI. INSTRUCTOR’S EXPECTATIONS OF STUDENTS IN CLASS
VII. TEXTBOOKS AND OTHER REQUIRED MATERIALS
VIII. REFERENCES

IX. METHODS OF INSTRUCTION AND EVALUATION
X. ATTENDANCE REQUIREMENTS
XI. COURSE OUTLINE

