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Course Syllabus
Course Number and Name: MKT 183 Customer Service Strategies
Semester: Fall 2015
Classroom & Class Time: Business Lab 7th MOD (1:44-2:28)
Instructor Information
Mrs. Melisa Jones-Hauschild
Phone 563-562-3226
Email Address mjoneshauschild@swinn.k12.ia.us
Office Location South WInneshiek CSD, Business Lab
Office Hours 7:45 – 2:30
mjoneshauschild@swinn.k12.ia.us
Course Information

This course is designed to introduce students to the concepts of customer service and learn the skills and techniques necessary to provide best practices to internal and external customers of the organization for which they work. These skills are vital for every job since identifying and satisfying customer needs is and essential part of every business organization.
Course Objectives The students will learn the major components of a customer-focused environment and the key elements of a service culture. Students will explore their personal traits, values, and attitudes important to successfully provide excellent customer service in technical and non-technical business environments. Students will be able to recognize the four key behavioral styles and develop techniques to communicate more effectively with customers in each of the style categories. Students will be exposed to the concept of diversity and will develop techniques to communicate more effectively with customers in each of the style categories. Students will be exposed to the concept of diversity and will develop strategies for working effectively with customers from diverse groups. Throughout the course, the importance of verbal communication skills is emphasized. In addition, students will develop techniques for dealing with difficult customers and will learn the five phases of service recovery. In order to be better prepared for the future students will identify key trends that will impact customer service in the years to come.
Required Materials: 

Customer Service Skills for Success, 5th ed., by Robert W. Lucas
Notebook

Laptop

Pen/Pencil

Folder

Methods of Assessment:
There will be chapter tests over the Lucas  textbook. These tests will cover information discussed and read in the chapters of the book. The tests will be multiple choice, true/false, and short answer. There will be a final exam, which will be 20% of your semester grade.
Grading Scale and Procedures:
The grading scale is a point system with no weights. The following is the grading scale:

A = 95-100%

A- = 92-94%

B+ - 90-91%

B = 85-89%

B- = 82-84%

C+ = 80-81%
C = 75-79%

C- = 72-74%

D+ = 70-71%

D = 65-69%

D- = 62-61%

F = 0-61%

The semester test will be 20% of the semester grade with Quarter 1 and Quarter 2 each 40% of the semester grade.

Methods of delivery:

This is an active learning course. Your professional participation is vital to your success in this class. You will have many opportunities to participate in class and small group exercises, discussion, and lecture. Your are invited to bring applicable life and work experiences into the classroom so that all may learn from your contributions. You do need to keep a respectful atmosphere in the classroom and during discussions. If you have questions and suggestions for class content, format, and delivery, please let me know. 
Course Calendar:
Day 1 to Day 7 – Chapter 1

Day 8 to Day 13 – Chapter 2

Day 14 to Day 18 – Chapter 3

Day 19 to Day 23 – Chapter 4

Day 24 to Day 29 – Chapter 5

Day 30 to Day 35 – Chapter 6

Day 36 to Day 43 – Chapter 7

Day 44 to Day 49 – Chapter 8

Day 50 to Day 54 – Chapter 9

Day 55 to Day 61 – Chapter 10

Day 62 to Day 71 – Possible Guest Speakers

Day 71 to end of semester – supplemental activities; Business experiences, enrichment activities 
Course Policies
Attendance/Participation:
Students are expected to attend class regularly. Each student, whether or not present, will be responsible for all announcements and other information given during class sessions. Check Schoology for messages and assignments.

Academic Dishonesty
Students are expected to uphold the school’s standard of conduct relating to academic honesty. Students assume full responsibility for the content and integrity of the academic work they submit. The guiding principle of academic integrity shall be that a student’s submitted work, examinations, reports, and projects must be that of the student’s own work. Students shall be guilty of violating the honor code if they:

Represent the work of others as his or her own.

Use or obtain unauthorized assistance in any academic work.

Give unauthorized assistance to other students.

Modify, without Mrs. Hauschild’s approval, an examination, paper, record or report for the purpose of obtaining additional credit.

Misrepresent the content of submitted work.

Cheating/Plagiarism:

Students are expected to do their own schoolwork. Cheating by looking at another student’s work, copying others work, copying from other sources, or similar cheating WILL NOT be TOLERATED!!!!
Whenever a student is guilty of cheating, the teacher shall collect the paper, mark a zero for the work, and notify the parent and office as to the action taken. The parent shall be notified that a second offense will result in an F and the student will have the option to withdraw from the class.

Late Work
Late assignments will be penalized 5 points (for each day late) of the total points scored on the assignment. No LATE ASSIGNMENTS WILL BE ACCEPTED AFTER ONE WEEK OF BEING LATE.
Missing Assignments
Students will receive a 0 for any issued assignments that are not handed in during the time allotted or are no handed in at all.
Makeup Testing
Need to arrange with Mrs. Hauschild. The test must be made up in Mrs. Hauschild’s classroom (before school or during a study hall)
Classroom Conduct
Cell Phone/Text Messaging Usage

Laptop Use

Tape Recording

Behavior
Refer to your student handbook.
Emergency Procedures
Tornado and Fire exits are posted in each room next to the door.

Disclaimer:

(Example: Faculty choosing to list activities to course calendar, such as chapters covered, field trips, test, quizzes, etc., need a disclaimer on their course syllabus.  This disclaimer should state that because of illness/death in family, weather conditions, power outages, etc., the course calendar is a guide for activities and subject to change.)

Learning Center:

The NICC Learning Centers provide tutoring assistance free of charge to any student Monday through Friday.  Students are encouraged to utilize the Learning Centers in Calmar, Peosta or Dubuque.

Accommodation Policy:

The Americans with Disabilities Act (ADA) provides protection from illegal discrimination for qualified students with disabilities.  Northeast Iowa Community College is committed to the equal provision of education for all students.  Any student who needs instructional accommodation is encouraged to contact the Coordinator of Disability Services, Peosta Campus, at 563-556-5110 or 1-800-728-7367, ext. 280 or Calmar Campus, at 563-562-3263 or 1-800-728-2256, ext. 258.
Statement of Non-Discrimination
Northeast Iowa Community College prohibits discrimination in educational programs, employment, and activities on the basis of age, race, creed, color, sex, sexual orientation, gender identity, national origin, religion, disability, pregnancy or genetic information as required by the 1964 Civil Rights Act, Titles VI and VII; the 1972 Education Amendments, Title IX; the Age Discrimination in Employment Act of 1975 (ADEA); the Federal Rehabilitation Act of 1973, Section 504; the Americans with Disabilities Act (ADA) of 1990, Title II; Titles I and V; the Civil Rights Act of 1991, the Genetics Information Nondiscrimination Act of 2008 and the Iowa Code, Chapter 216.
It is also the policy of this District that the curriculum content and instructional materials utilized reflect the cultural and racial diversity present in the United States and variety of careers, roles and lifestyles open to women as well as men in our society. One of the objectives of the total curriculum and teaching strategies is to reduce stereotyping and to eliminate bias on the basis of age, race, creed, color, sex, sexual orientation, gender identity, national origin, religion or disability. The curriculum should foster respect and appreciation for cultural diversity found in our country and an awareness of the rights, duties and responsibilities of each individual as a member of a pluralistic society.
Inquiries and grievances regarding compliance with applicable state and federal laws 
may be directed to the executive director 
of human resources, P.O. Box 400, Calmar, Iowa 52132, or to the Director of the Iowa 
Civil Rights Commission, Des Moines, Iowa, or to the Director of the Region VII Office of 
Civil Rights, Department of Education, 
Kansas City, Missouri.
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