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1. Course Information.  Course Initiator: Doretha Jones
	Subject Area and Course Number:
ABE 010
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CATALOG DESCRIPTION:

This course is designed to enrich students with the knowledge to recognize the importance of exceptional customer service in a customer-focused environment both internally and externally.  Topics will include communication, developing a positive attitude, handling complaints and sales skills.
UNITS:

FACE TO FACE:          Hours Per Week:  Lecture: 8    Laboratory:        Clinic/Field:      
DISTANCE EDUCATION:         
ENTRY LEVEL SKILLS, PRE-REQUISITES, CO-REQUISITES AND ADVISORIES:
None
OBJECTIVES and LEARNING OUTCOMES:
Upon successful completion of the course the student will be able to:

1.
Exhibit key skills in order to effectively meet customer needs.

2.
Practice positive communication and listening techniques.

3.
Examine the key elements of outstanding customer service including reliability, empathy and responsiveness.

4.
Handle customer complaints in a positive way.

5.
Describe the difference between customer satisfaction and customer retention.

COURSE OUTLINE AND SCOPE:

1. Outline of Topics or Content:  

The following topics will be discussed:

1.
What is Customer Service?
2.
Who Are Your Customers?

3.
Key Elements of Outstanding Customer Service

4.
Customer Expectations

5.
Customer Retention

6.
Customer Interaction

7.
Handling customer complaints in a positive way

8.
Listening techniques

9.
Telephone etiquette

10.
Developing a Customer Service Plan

2. If a course contains laboratory or clinic/field hours, list activities or topics: 

     
3. Examples of Reading Assignments:

1.
Textbook

2.
Current articles in newspapers, magazines and business periodicals

3.
Materials handed out in class

4. Examples of Writing Assignments:

Written class analysis.
5. Appropriate Assignments to be completed outside of class:

1.
Analyze case problems.
2.
Obtain articles from outside publications.

6. Appropriate Assignments that demonstrate critical thinking:

Analysis case problems to determine facts, identify reasons and apply the concepts learned in making decisions.
7. Other Assignments:
     
8. Indicate any assignments that are unique to the Distance Education mode of delivery:
     
METHOD OF EVALUATION—FACE TO FACE:



1.
Oral and/or written case analysis

2.
Oral and/or written action plan

3.
Class participation




METHOD OF EVALUATION—DISTANCE EDUCATION:

     
METHOD OF INSTRUCTION—FACE TO FACE:

1.
Class discussion and participation

2.
Case Analysis

3.
Lecture

4.
Individual and group problem solving

5.
Experimental learning activities

METHOD OF INSTRUCTION—DISTANCE EDUCATION:

N/A
REPRESENTATIVE TEXTBOOKS, AND OTHER READING AND STUDY MATERIALS:

This section shall include author(s), title, and current publication date of all representative materials.
Lucas, Robert W.,Customer Service Skills & Concepts for Success  

Martin, William B., Quality Customer Service, Crisp Publications

Handouts by instructor
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