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Course Number:
 SDP 127 
Customer Service Principles 



Credits:

 1
      
Date:


 Oct 2005 
Institution: 


Clackamas Community College

Outline Developed by:
Peggy Falkenstein/Joan Ryan

Type of Program:

Professional Technical Supplementary 
Course Description:  This course focuses on customer service concepts.  It raises awareness, prompts thinking, and offers suggestions for improving customer service.
Course Objectives:  


1. Explore how brands affect customer service.

2. Examine the role respect plays in customer service.

3. Explain ways that self esteem and confidence affect customer service.

4. Explore the meaning and application of values and integrity.

5. Examine how communication styles affect customer service.

Student Learning Outcomes:

Upon successful completion of this course, the student should be able to:

1. Describe how brands affect customer service.

2. Demonstrate the role respect plays in customer service.

3. Identify ways that self esteem and confidence can affect customer service.

4. Define integrity.

5. Demonstrate effective communication strategies that improve customer service.

Length of Course:
11 lecture hours

Prerequisites:

Prior supervisory experience suggested

Grading Method:  
Pass/No Pass




20%
Participation




30%
Homework and written assignments




15%
Self-assessment and growth plan




35%
Term paper or project
Required Text:  
Power of Professionalism, Target 1999, Fast Fun & Friendly, Target 1999

Recommended Reading:  
Customer Service: Skills & Concepts for Success, Lucas, and Glencoe/McGraw Hill

MAJOR TOPIC OUTLINE
I. Introduction

II. Overview

III. Icebreaker Activity

IV. Brand

V. Respect

A. Respect Yourself

1. Attitude

2. Psych Up

3. Psych Down

4. Enthusiasm

B. Respect Team Members

1. Recognition

2. Encouragement

3. Sincerity

4. Participation

5. Esteem Building

6. Communication

7. Trust

C. Respect the Customer

VI. Brand Image

A. Self Esteem and Confidence

B. Values and Integrity

C. Communication

D. Selling

VII. Customer Service Video
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