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	Cleveland State Community College

	

	Rubric & Course Number:
	BUS 1400
	Credit Hours:
	3

	Course Title: 
	Principles of Customer Service

	

	I.
	Instructor:

	
	(Instructor’s name, office number, telephone number and email.)
(Schedule of office hours should be communicated to students ASAP.)



	II.
	Text:

	
	TBA


	III.
	Course Overview:

	
	Applies basic business knowledge and skills to develop customer-focused strategies necessary to maintain competitive edge in business world.  Emphasize fundamentals, skill-building and practical ideas to keep satisfied customers.


	IV.
	Learning Outcomes:

	
	The successful learner should be able to:

· acquire and describe an appreciation of customer service and how this concept applies to the business community.

· define customer service fundamentals.

· discuss the complexities in modern life that impact personal interaction in business world.

· determine in your own mind the importance of the customer in our society and describe.

· identify, classify, and compare the advantages and disadvantages of the various strategies of customer-service.

· identify the socioeconomic and demographic changes that have influence customer service.
· recognize and define factors responsible for a shift to a service culture.
· recognize and describe customer friendly systems.
· develop and classify the positive verbal, nonverbal, and listening skills necessary for projecting a professional customer service image.


	V.
	Assessments:

	
	To be determined by individual instructors and can include tests, quizzes, homework, projects, etc.


	VI.
	Evaluation and Grading Procedures

	
	To be determined by individual instructors.


	VII.
	Attendance Policy (including make-up provisions):

	
	To be determined by individual instructors.


	VIII.
	Disability Statement:

	
	If, because of a documented disability, you require assistance or reasonable accommodations to complete assigned course work (such as modifications in testing, special equipment, etc.), you must register with Disability Support Services and notify your instructor within the first two weeks of the semester.  Disability Support is located in the ACCESS Center (U118, 
423-478-6217 or 423-472-7141).


	IX.
	Withdrawal Information:

	
	The last day to withdraw is published in the college catalog.  Students should review their syllabus for the last day to withdraw for courses that do not meet the full semester.


	X.
	Academic Integrity:

	
	Cleveland State students are required, as a condition of good standing and continued enrollment, to conduct themselves properly in class.  Such proper behavior includes academic honesty, civility, and respect for others and private property.  Please refer to the Student Handbook portion of the catalog for further information.


	XI.
	Computer Skills:

	
	Content and/or assignments for this course may require the use of computers, media equipment, or access to the Internet.  If you believe you might lack the technical skills necessary to succeed in the class, advise the instructor immediately.  In consultation with the instructor you may consider exploring one of the following options:  the eLearning lab, library resources, the Reading and Writing Center, or taking a computer class for credit.
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