Summer 2007 Syllabus for BA 103 – Customer Service In Business – Section #71230

Course Syllabus- Summer 2007
Instructor: Dr. Shelly Dorn
Course Title & Code #:   
BA 103 – Customer Service In Business

CODE #71230  - MTWTh 12:00 – 1:30pm  Room: BUS 43
Course Description: 
This course will introduce basic customer service principles and practices, specifically to those students in the CalWORKS program, the General Business Retailing Option, and those individuals in business and industry desiring such training.  Students will be exposed to customer service attitudes, turnoffs, dealing with the dissatisfied customer, exceeding customer expectations, behaviors that win customer loyalty, motivating others to give great service, achieving phone and internet responsiveness, sharing information with customers orally and via written documents, and understanding one-to-one customer service.  

Prerequisites:        None.  Advisories include: Eligibility for ENGL 125 & 126 and MATH 101

Learning Objectives & Outcomes:
In the process of completing this course, students will:
1. Understand and apply customer service vocabulary,

2. Recognize the role of customer service in one’s success,

3. Explain how the customer keeps the score in customer service,

4. Identify how the dissatisfied customer provides challenging opportunities for the business person,

5. Demonstrate how to exceed customer expectations—what you do and how you respond,

6. Explain how good customer service permeates the organization from the top, 

7. Respond to oral and written customer service messages
Upon completion of this course, students will be able to: 
1. Define, with applications, customer service vocabulary,

2. List the ways in which customer service contributes to one’s success,

3. Discuss how the dissatisfied customer provides opportunities for quality customer service,

4. Compare and contrast various options in how and what you do to exceed customer expectations,

5. Explain why quality customer service must start at the top of the organization, and 

6. Demonstrate both orally and in writing responses to customer service messages.


Learning Methods & Course Activities:

· Lectures based on textbook materials

· Required readings and class discussions

· Problem solving

· Internet Research

Assessment:  
Students completing all exams, assignments, and activities with a cumulative, average grade of "C" or better will be deemed as having achieved the course objectives previously stated.

REQUIRED Textbook: Customer Service: Career Success Through Customer Loyalty 

ISBN 987-0-12-223658-4 
Final for this course:
__________________________________

If you do not already have one, please either obtain an email address through the RC Library – or any one of the many free email services out there (hotmail etc.).  Please note: I teach more than one class, so I have some rather strict rules about email – and they are as follows:
#1.  Use the subject line correctly…  each email you send to me MUST INCLUDE THE FOLLOWING IN THE SUBJECT LINE:
· Your first and last name, student id number, the course title & number and the subject you are writing about.  
· for example – if I was a student in BA 15 – Introduction to Management,  the subject line on my email would be as follows:  Shelly Dorn 0000007 BA 15 Introduction to Management topic
#2.  Use the spell checker, and use proper grammar!
#3.  DO NOT TYPE IN ALL CAPS, because that is the e-mail equivalent of yelling.

#4.  Please remember that you are in training for your professional career, so one of the best places to start practicing is in this class.
Please note: if your email does not have the required information in the subject line, your email may be instantly deleted as spam.
Course Activities & Evaluations:                Earned Points
 - 


Grade:

Participation


  60


900 – 1000 



A

Homework Assignments
140


800 – 899 



B

Chapter Quizzes

140


700 – 799 



C

Tests



300


600 – 699 



D

In class assignments

  60


Less than 600 points


F

Semester Project

100

Final Exam


200

TOTAL:


1000

Point totals are approximate. I will advise you of any significant changes.
You will have one (1) opportunity to earn extra credit.  That opportunity must be exercised within the first week of class and it WILL NOT be repeated later in the term.  This “use it or lose it” extra credit opportunity is worth 25 points and it must meet the very specific guidelines that follow.

Extra Credit BIO CARD guidelines are very specific and are as follows:

· 3 by 5 card
· Typed (or very neatly printed)

· A current picture of yourself

· Your correct, current email address

· Your major

· A brief bio (description) of yourself.

The bio card project gives me a chance to get to know each of you better.  I will keep the card in a course binder and use it to learn your name and face faster. I will also use the card to call on students during class discussions.
Attendance & Participation:  Your attendance and participation are important.  Attendance will be taken at the beginning of each class period. 
Unless you regularly prepare for and attend class you can not participate fully in the course.  Your success in this course depends on your active participation. There will be NO OPPORTUNITY to MAKE UP missed participation points.  Participation points will be earned for activities such as:

· Participating in group discussions

· Participating in group projects

· Demonstration of skills at the board

· Oral presentations

· In class projects and work papers

· And many other activities
Homework, Quizzes & Exams:  Homework assignments are a way for you to dig deeper into the course materials and prepare for the tests and exams. Homework will not be accepted late.  You are welcome to turn in your homework early if you think you might miss class.  

Exam dates and chapters to be covered are clearly identified in the Course Activities handout.  Each test is worth approximately 100 points (depending on the number of chapters covered) and may consist of true/false, multiple choice, and completion questions, as well as problems and case study questions.  

Grades are final unless an error in math is found in the computation of your grade

Drop Policy: If you decide to drop the course, and I hope you do not, please do not simply stop attending.  In order to officially drop a class you must fill out a program change card, available in the admissions and records office.  For more details on dropping a class, please read the Reedley College Catalog (2004-2006 catalog, page 18) or the Summer Class Schedule.  Drop dates are listed in your Reedley College Class Schedule.  If you simply stop attending you may be saddened by the grade that has to be issued.  The final drop date is __________________.
Student Conduct: As stated in your schedule of courses (pg 134), students are expected to conduct themselves in a responsible manner whenever they are on campus or representing the college in any activity. Board Policy 5410 states the specific rules and regulations and a copy of the policy is available in the college library, the admissions office, Dean of Students & Dean of Instruction offices as well as the student activities office.

Conduct standards are designed to perpetuate the college’s educational purposes, allowing students to enjoy the right of freedom to learn. To that end, students who fail to meet the conduct standards, or who interfere with the rights of freedom to learn of others will be removed from class.

* Ethics in the classroom:  You will notice that we will often discuss ethical issues, as such you should understand that cheating and plagiarism is not acceptable in this class (or any other).

*Accommodations for students with disabilities: If you have a verified need for an academic accommodation or materials in alternate media (i.e.: Braille, large print, electronic text, etc.) per the Americans with Disabilities Act (ADA) or Section 504 of the Rehabilitation Act, please contact me, or the DSPS office - ext 3332  as soon as possible

* Please see the Reedley College catalog for clarification of issues and additional guidelines.

This syllabus and points are subject to change as deemed necessary by the instructor.
