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The Delivering Great Customer Service course introduces students to the concept of service as a critical component of a hospitality or tourism business. It combines learning current theory and practice with observations of customer service in action, role-play, and critical analysis of models to provide a comprehensive perspective on this subject. By the end of the course, students come to realize that the principles of great customer service have wide-ranging implications for all professional endeavors.
Topics include trends in customer service; the psychology governing interactions between customers and providers; the phases of the customer service encounter; common mistakes; internal customer service; customer feedback; the role of management; and customer service issues that are specific to particular industries, such as cruises. Students are confronted with everyday business situations and are asked to use what they’ve learned from models of excellent customer service to make suggestions for resolving problems. They also study examples of businesses that depart from conventional practices by using cutting-edge customer service techniques to rise to the top of their fields.
This course is composed of 72 50-minute class periods.
Course Objectives 
After taking this course, students will be able to: 
Demonstrate understanding of the pivotal role of customer service in today’s business world
Describe the components of effective, as well as weak, customer service
Explain the psychology behind the social transactions of customer service
Demonstrate effective written, spoken, and nonverbal communication skills that would be used in a customer service setting
Identify barriers to communication and ways to resolve or prevent communication breakdown
Evaluate a company’s presence on customer feedback websites from the standpoint of the customer as well as the business owner
Describe current trends in customer service
Summarize effective internal customer service strategies
Explain the relationship between internal and external customer service
Describe the role of management in the implementation of effective customer service
Compare customer service needs on cruises compared to other hospitality and tourism settings
Apply what they have learned to real-life customer service settings



UNIT 1: Getting Started 
Lesson 1: Course Introduction
Estimated # of Class Periods: 2
Learning Objectives
Infer the skills and knowledge about customer service needed to be successful in an authentic project 
Identify general customer service terms with which to build a taxonomy

Lesson 2: Trends in Customer Service
Estimated # of Class Periods: 4
Learning Objectives 
Describe the ways customer service has changed over the past 80 years
Define customer service
Identify industry trends related to customer service 

UNIT 2: The Customer’s Experience of Customer Service 
Lesson 3: The Psychology of Customer Service
Estimated # of Class Periods: 3
Learning Objectives
Recall the significance of Maslow’s Hierarchy of Needs to understanding consumer motivation
Describe aspects of psychology that have been developed since Maslow’s time that contribute to our understanding of consumer behavior
Display understanding of the concept of emotional labor
Evaluate the impact of psychology, behavior, and attitude on customer service

Lesson 4: Guidelines for Great Customer Service
Estimated # of Class Periods: 5
Learning Objectives 
Summarize the Seven Deadly Sins of Customer Service
Explain the three rules of great customer service
Demonstrate the ability to illustrate good and poor customer service by creating scripts that portray realistic customer service encounters
Display understanding of the role of psychology in delivering great customer service

Lesson 5: The Phases of Customer Service
Estimated # of Class Periods: 5
Learning Objectives 
Display understanding of the four phases of service
Describe effective and efficient management of customer flow
Make generalizations about how to better manage the flow of service in a particular setting

UNIT 3: Communicating Effectively with Customers 
Lesson 6: Nonverbal Communication
Estimated # of Class Periods: 6
Learning Objectives 
Summarize the components of nonverbal communication
Interpret messages sent through nonverbal communication
Describe one’s own displays of nonverbal communication in casual and professional settings
Identify appropriate and inappropriate displays of nonverbal communication in professional settings
Design a poster to demonstrate examples of appropriate nonverbal communication for a specific culture or country

Lesson 7: Verbal Communication
Estimated # of Class Periods: 8
Learning Objectives 
Identify appropriate and inappropriate language for a professional setting
Summarize the importance of code-switching to success in any profession
Select effective communication strategies according to the context of a situation
Explain effective ways to communicate with customers when a problem arises
Demonstrate the ability to use appropriate language skills in a professional context

Lesson 8: Effective Professional Writing
Estimated # of Class Periods: 3
Learning Objectives 
Display understanding of the elements of effective professional written communication
Explain the norms of effective business email communication  
Develop an effective email response to a customer complaint

Lesson 9: Customer Service and Social Media
Estimated # of Class Periods: 3
Learning Objectives 
Characterize the different ways businesses use social media for customer service
Summarize current trends in the use of social media for customer service
Evaluate a specific company’s customer service social media practices

UNIT 4: The Company’s Role in Customer Service 
Lesson 10: Managing Excellent Customer Service
Estimated # of Class Periods: 5
Learning Objectives 
List the responsibilities common to most management positions
Compare and contrast the characteristics of good and bad managers
Evaluate the potential impact of good internal customer service on employee morale, external customer service, and the overall success of the business
Demonstrate the ability to discuss issues of customer service management and internal customer service

Lesson 11: Analyzing Customer Service
Estimated # of Class Periods: 4
Learning Objectives
Identify methods of researching challenges in customer service 
Summarize research findings about customer service challenges in the hospitality and tourism industry 
Develop questions and conduct interviews with local business contacts
Decide how best to manage project tasks effectively 

Lesson 12: Customer Service Issues in Hospitality and Tourism
Estimated # of Class Periods: 6
Learning Objectives
Identify common customer service challenges for cruise ships
Compare and contrast customer service policies on a cruise ship and a land-based hospitality business
Evaluate how customer feedback sites work for customers and businesses

Lesson 13: Improving Customer Service
Estimated # of Class Periods: 5
Learning Objectives 
Display understanding of the elements of an effective PowerPoint presentation
Summarize the key components of an interview or site visit
Develop the components of a presentation about customer service issues and recommendations for a local hospitality or tourism business

UNIT 5: Customer Service and Careers in Hospitality and Tourism 
Lesson 14: Working in the Industry
Estimated # of Class Periods: 2
Learning Objectives 
Identify the types of jobs that are available in the industry
Describe entry-level jobs and corresponding qualifications
Evaluate which jobs are most suitable based on personal interests and skills 
Develop effective responses to common job interview questions

Lesson 15: Learning from Industry Experts
Estimated # of Class Periods: 4
Learning Objectives
Evaluate personal experience and qualifications for potential employment opportunities
Display understanding of potential employment opportunities in the customer service industry
Develop a personal educational and career path for the customer service industry
Develop effective questions for an interview with a guest speaker in the customer service field
Develop an effective cover letter for a potential job opportunity

Lesson 16: Project Presentation and Course Closure
Estimated # of Class Periods: 7
Learning Objectives
Demonstrate the ability to give a professional presentation
Evaluate personal experience and performance in the course
Summarize key learning across the whole subject of customer service
Monitor personal success in learning about customer service
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