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Learning Objectives Eligible for Assessment on NAFTrack Certification End-of-Course Examination 
Industry stakeholders and NAF educators reviewed this course to identify the 16 learning objectives that represent the most important content for students to master. The NAFTrack Certification end-of-course exam is based on these 16 key learning objectives. Some teachers find it necessary to make course modifications to meet local requirements or the needs of particular student populations. If you choose to modify this course, make sure you still cover the NAF content for these 16 learning objectives.
	Unit Name
	Unit #
	Lesson #
	Learning Objective
	Description

	Getting Started
	1
	2
	3
	Describe the ways customer service has changed over the past 80 years

	
	1
	2
	5
	Identify industry trends related to customer service

	The Customer’s
Experience of
Customer Service
	2
	3
	4
	Evaluate the impact of psychology, behavior, and attitude on customer service

	
	2
	4
	5
	Summarize the Seven Deadly Sins of Customer Service

	
	2
	4
	6
	Explain the three rules of great customer service

	
	2
	5
	9
	Display understanding of the four phases of service

	
	2
	5
	10
	Describe effective and efficient management of customer flow

	Communicating Effectively with Customers
	3
	6
	1
	Summarize the components of nonverbal communication 

	
	3
	7
	6
	Identify appropriate and inappropriate language for a professional setting

	
	3
	7
	9
	Explain effective ways to communicate with customers when a problem arises

	
	3
	8
	12
	Explain the norms of effective business email communication  

	The Company’s Role
in Customer Service
	4
	10
	2
	Compare and contrast the characteristics of good and bad managers

	
	4
	10
	3
	Evaluate the potential impact of good internal customer service on employee morale, external customer service, and the overall success of the business

	
	4
	12
	10
	Compare and contrast customer service policies on a cruise ship and a land-based hospitality business

	
	4
	12
	11
	Evaluate how customer feedback sites work for customers and businesses

	Customer Service and Careers in Hospitality and Tourism
	5
	14
	1
	Identify the types of jobs that are available in the industry
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