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This course is designed for upper-intermediate and advanced level non-native speakers of English who desire employment in retail and/or customer service.  The course teaches students the basics of customer service.  Students practice customer service skills.

Course Objectives

This class will:

· present basic customer service skills required of entry level positions in a variety of customer service industries;

· use video, computer presentations, and visitors to present key concepts related to good customer service skills;

· present vocabulary and phrases commonly used in interacting with customers;

· provide speaking and listening practice through role play, pair work, group work and class discussion;

· teach grammatical structures as needed;

· model correct use of English.

Student Learning Outcomes

Upon successful completion of this course, students will be able to:

· communicate with customers in a variety of workplace scenarios required at entry level employment (fast food, hospitality, department stores, restaurants, copy centers, banks, clinics, etc.);

· open and close an interaction using culturally appropriate phrases;

· ask questions in order to understand what the customer wants;

· respond to requests for information;

· deal with errors on the job;

· deal with “difficult” customers and complaints;

· deal with special requests;

· count out change both in ascending and descending value;

· exhibit the appropriate body language while engaged in customer service interactions.

Length of Course:
16 hours/term

Grading Criteria:
Pass/No pass

Prerequisites:
Student Performance Level 5 as determined by the BEST Plus, and 



FWA 1, OR instructor approval

Required Text:
May I Help You? by Wrigley.  Text books and other materials will be 



provided in class for student use.

Materials Used:
Classroom books, handouts, blackboard, overhead projector

Progress Checks:
Completion of all items on the Student Progress Checklist (attached)

Major Topic Outline

1. Basic service industry encounters

2. Greeting customers

3.  Responding to requests

4. Understanding what customers want

5. Dealing with difficult people

6. Using active listening techniques

7. Dealing with mistakes

8. Talking with coworkers

9. Talking with supervisors and managers

10. Understanding U.S. workplace culture
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Student Progress Checklist
During the eight week term the student’s progress will be assessed through role-play interactions that follow models from the text.  These interactions will be one-on-one assessments where the student takes the role of the customer service employee while the instructor is the customer.  The interactions will be taped.  In a debriefing session, the student will listen to his/her taped responses while following along on a printed version of the text model.

Chapter 1:  Understanding What the Customer Wants
The Customer Service Trainee can demonstrate the following:
· sound friendly

· look customer in the eye

· smile at customer

· appear helpful

· repeat what the customer wants

· ask questions when not sure 

· double-check numbers

· speak loudly and clearly

· offer customer additional item

Chapter 2:  Responding to Simple Requests for Information

The Customer Service Trainee can demonstrate the following:

· offer choices

· give explanations

· explain sales items

Chapter 3:  Dealing with Mistakes

The Customer Service Trainee can demonstrate the following:

· maintain a friendly tone

· apologize for mistake

· explain reason for mistake (where necessary)

· explain options to customer

· ask for help or report serious mistakes to supervisor

Chapter 4:  Dealing with Complaints

The Customer Service Trainee can demonstrate the following:

· listen carefully

· ask questions to get important information

· clearly explain complaint to manager

· maintain a professional manner & not argue with the customer

Chapter 5:  Dealing with Special Requests  (optional)

The Customer Service Trainee can demonstrate the following:

· sound friendly but firm when saying “no”

· explain reason where necessary

· offer to ask the manager

· clearly explain special request to manager

· apologize to customer and offer an alternative when possible

Chapter 6:  Moving up the Career Ladder:  (Optional)

The Customer Service Trainee can demonstrate the following:

· identify ways to improve skills or advance in career
· ask about training opportunities
· speak to a supervisor at a job performance review
· ask for specific areas to be improved
· state or restate specific actions (steps) to be taken toward job performance improvement
· ask for a promotion or raise
· request a follow up session
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