JCC OFFICIAL COURSE OUTLINE

Course number, title and credits; total time allocation

	Course Letter/Number
	BUA 130
	Credits
	3
	Title
	Customer Service

	
	
	
	
	
	

	Lecture/Discussion
	45
	hrs/semester
	
	Lab
	
	hrs/semester
	
	Clinical
	
	hrs/semester


Catalog Description and Pre- and Co-requisites (Same as taxonomy and catalog)
In the face of change, an uncertain economy and intensive competition, the student will learn to create an unexpected, highly evolving experience, to create customer loyalty, and compelling word of mouth customers. The core element of service quality will be applied to both people-centered and technology-centered businesses, industries and organizations. The ultimate goal of this course is to help improve students’ abilities to communicate effectively with internal and external customers.
Knowledge, Skills and Abilities Students Acquire from this Course (Educational Objectives)
· Recognize techniques for creating customer loyalty by exceeding expectations in value, information, convenience and timing
· Gain tools for dealing with and recovering lost customers
· Engage and lead internal/external customers
· Ability to gather performance-enhancing feedback
· Create processes/experiences that result in service excellence
· Make dramatic improvements in communication behaviors: listening, writing, and speaking
Associate Degree Outcomes Addressed in this Course (These must appear in course syllabus.)
ADO 9: Working in small groups
Units/topics of Instruction
Why service matters

Calculate the cost of lost customers

Organizational behaviors that convey a customer-centered culture
Behaviors and personality factors that please customers

Respond to difficult people with appropriate communication styles

Listen to your customer

Assess own listening skills and set goals for improvement

Distinguish between internal, environmental and interactional factors that complicate the listening process

Phone responsiveness may enhance customer loyalty

Identify own telephone use attitudes and specific action tips on what to do with customers on the phone

Web-based customer service

Recognize and deal with customer turnoffs

Move from “zone of indifference” to customer loyalty
Feedback is essential to success
Act on complaints in productive ways

Recover the potentially lost customer
Understand the difference between passive, aggressive and assertive behaviors

Exceed expectations with value, timing, convenience and information 

Get employees to give great service

Leading a customer-service oriented team

Instructional Techniques and Procedures

Lecture, role-playing, small group work, primary research techniques, work scenarios, simulations, forums/class discussion
Instructional Use of Computer or Other Technology

Self-assessment library accessed via the Internet
Instructional Materials and Costs to Students

Textbook
CD/Access code

Skills and abilities students should bring to the course
	
	
	a limited amount of material
	
	x
	basic, pre-algebraic problems

	Able to read
	x
	an average amount of material
	Able to compute
	
	simple algebraic problems

	
	
	an above average amount of material
	
	
	higher order mathematical problems

	
	
	
	
	
	

	
	
	relatively easy material
	
	x
	short compositions

	Able to read
	x
	moderately difficult material
	Able to write
	
	medium length compositions

	
	
	technical or sophisticated material
	
	
	lengthy compositions

	
	
	
	
	
	

	
	x
	keyboard skills/familiar with computer
	
	
	

	Able to use
	
	computer application
	Other necessary 
	
	

	 technology
	x
	web navigation
	 abilities
	
	

	
	
	
	
	
	


The course is usually scheduled
	Online:
	x
	Fall
	x
	Winter
	x
	Spring

	
	
	
	
	
	
	

	Evening:
	x
	Fall
	x
	Winter
	
	Spring
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