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PREFACE TO INSTRUCTOR’S  MANUAL
Welcome to an exciting journey through the wonderful world of customer service into the twenty-first century. The last century was challenging, but hold onto your hats, because, as Dorothy said in The Wizard of Oz, "Toto, I don’t think we’re in Kansas anymore."
     The business world, society, and the worldwide demographics have changed dramatically in recent decades. The pace of these changes is greatly accelerating and more changes will come. Further, with advances in technology, change is happening in the business world at a phenomenal pace.
     So let’s explore the dynamics occurring at every level of every organization in every industry and organization as we examine the people, practices, and events that make the world of customer service what it is today and will be tomorrow.
     As you read this book, you will discover that it provides a thorough introduction to a crucial skill set for anyone working in business today—people skills, or the skills to better understand and relate to others.
     Our intention is to raise your awareness, prompt your thinking, give you many step-by-step suggestions for improvement, and provide you with a valuable reference for information on how you and your organization can deliver service excellence. The information contained herein will benefit you whether you are new to dealing with others in a business setting or are more experienced with internal customers (e.g., coworkers or other employees) and external customers (e.g., consumers, vendors, or other end users of products).
     Although the terms customer service professional and customer service organization are used throughout the book, they are not meant to be exclusive. Everyone in business, government, or industry today has internal and/or external customers to whom they must provide products, services, information, or other deliverables.
     The skills, strategies, and techniques outlined in this book are valid in any organization because they are directed toward identifying customer needs and then satisfying those needs.

Text Features

Customer Service: Building Successful Skills for the Twenty-First Century uses a wide variety of text and activities to gain and hold your interest while providing insights into the concepts and skills related to customer service.
     The text begins with an overview of what customer service involves, then focuses on specific skills and related topics, and finally provides insights into future customer service trends and issues.
     The book contains 14 chapters divided into five parts. The parts focus on different aspects of customer service: Part 1, "The Profession," Part 2, "Skills for Success," Part 3, "Self-Help Skills," Part 4, "Enhancing Customer Relationships," and Part 5, "Customer Service for the Twenty-First Century." Along with the valuable ideas, guidance, and perspectives offered in this book, you will encounter real world cases about experts in today’s business world, as well as activities to challenge your thinking on the topics discussed.
     As you move through each chapter, you will find many helpful tools to enhance your learning experience and assist you in transferring your new knowledge to the workplace.
     Each chapter starts with a quote from a famous person—to prompt your thinking related to the chapter topic and focus.
     Also, note the behavioral-based Chapter Learning Objectives, the main concepts that a learner should know or be able to put into use by the end of a chapter. The Chapter Learning Objectives direct your focus and give you a way to measure your success in grasping the chapter concepts, once you have completed the chapter.
     Before you begin each chapter, you will do a self-assessment of your current skills and knowledge levels. This is the Quick Preview, which is a list of brief questions related to providing customer service that you answer and score yourself. Your incorrect answers help you focus on chapters and parts of chapters as you read the book; your correct answers help you determine which chapters and parts of chapters you should turn to for reinforcement.
     From the Frontline features appear at the beginning of most chapters. They provide insights into customer service in a variety of businesses, industries, and organizations. Told in the words of experts in the fields, these candid snapshots describe what it is like to provide service in an ever-changing world.
     Worksheets are provided on this website for this book for all chapters to give you an opportunity to act immediately on what you have learned. In some cases, you will create samples based on information provided in the chapter, and in others you will develop an action plan or a list of valuable information for future use on the job.
     Leadership Initiatives are short, quick tips for implementing concepts outlined in a chapter. They are designed to assist peer coaches, managers, supervisors, and others in leadership positions to create a powerful service environment.
     Work It Out activities are provided in all chapters to challenge your knowledge and provide an opportunity for individual and/or small group work on a specific topic or issue.
     The end-of-chapter features begin with a Chapter Summary that brings together the key concepts and issues.
     Service in Action presents overviews of internationally known organizations that are successfully implementing service philosophies.
     Key Terms and Concepts are listed at the end of each chapter to assist readers in identifying important elements they should have learned.
     Chapter Review Questions are given at the end of each chapter to stimulate thinking on how certain situations might be handled using information gained in the chapter. They also can be used as a discussion vehicle to share ideas with others.
     Search It Out activities give you an opportunity to expand your knowledge of customer service and your research skills on the Internet. In each chapter, you will be asked to explore the Internet to obtain a variety of customer service facts, figures, and related information that you will use in group activities, presentations, or discussions. You will also have an opportunity to participate in Collaborative Learning activities, in which you and one or more of your peers can work through a customer service problem to practice your skills and find answers to your questions.
     Face to Face exercises are customer service scenarios in which you assume the role of an employee and use the information provided to determine how you would solve a customer service problem.
     Planning to Serve action planning forms are provided at the end of each chapter. These can be used by readers to develop a strategy for applying what they learned in each chapter to the real-world service environment.
     The Appendix, Reader’s Customer Service Survey, helps the author—by providing your feedback on how you view this book. In addition to filling out an actual customer survey to tell us what you liked and did not like, you will also receive a gift for completing and returning the form.
     A Glossary, Bibliography, and Index follow the Appendix.

NEW FOR THE 3RD EDITION

· Business Writer’s Workshop. Accompanying this new edition is a web-based business writer’s workshop that will help students with items like correctly applying the basic rules of grammar when writing, creating professionally written documents, writing in a way that enhances service, delivering bad news positively, and identifying reference sources that help improve their writing.

· New Hot Seat videos. This interesting video collection captures real-life customer service managers in the "hot seat," responding to critical real-world situations. These excellent discussion starters allow viewers the opportunity to see learned concepts in action.

· New Customer Service Leadership Coverage. Found throughout the 3rd edition are boxes that highlight the leadership qualities managers of customer service groups exude. These boxes are valuable to future managers because they expose them to different leadership styles and provide insights into how to manage effectively.

· Enhanced Coverage of Diversity Issues. Diversity issues are addressed to a much larger degree in this revision. This enhanced coverage is beneficial because it challenges students to consider and be prepared for the myriad of cultural factors that influence customer relations.

· New Features Described Above That Can Enhance the Learning Experience.
Service in Action, Key Terms and Concepts, Leadership Initiatives and Planning to Serve have been added to aid learner comprehension and application of knowledge in the workplace.

· Expanded "Search it Out." To encourage outside classroom research and student comprehension of topics, the Search it Out Internet exercises have been expanded to include specific web links of customer service resources. These helpful links provide students with a focused platform to complete exercises.

Basis for Content

This book draws from my 30-plus years of management, human resources, and service experience. Some research and theoretical material appear in the book, but much of the information is derived from personal experience, research, and the reflections of other people who have experienced customer service encounters.
     Whether you are new to business and wish to expand your knowledge of customer service or are more experienced and are able to describe your efforts in dealing with people through customer service, customer relations, or customer encounters, your goal in using this text should be to improve your knowledge and skills. This can lead to total customer satisfaction.

I’m confident that this book will help you meet your goals.

Bob Lucas

INSTRUCTOR FEATURES

Special features in this Instructor’s Manual:
· PowerPoint – These special notes in the Instructor Manual offer suggestions for when to use the PowerPoint slides provided on your Instructor CD-ROM to enhance key learning points in each chapter.
· Instructor Notes – Notes are provided in the Instructor’s Manual for each chapter with suggested activities, ideas for questions, use of video segments, and instructions for material usage. These are often only suggestions and if you care to substitute other activities or supplement information provided, feel free to do so.
Instructor Ancillaries:

· Instructor CD-ROM (ISBN: 0072942665):  packaged with the book supports you in teaching material from Customer Service Building Successful Skills for the 21st Century. It is provided to assist new and experienced instructors to facilitate the information contained in the book.
While it is acknowledged that some people using the Instructor CD-ROM and instructing the course are experienced and may not need some of the practical planning and facilitation tips contained, others may benefit from them. For that reason, they are included. On the Instructor CD-ROM you will find the following:
1. An Instructor’s Manual that provide additional methods and techniques for

using the text that make the material more useful to students, as well as making teaching easier for you.

2. A Test Bank that provides over 400 test questions in true-false, multiple-choice, and short-answer formats.

3. PowerPoint slides that present key concepts and principles in a readable, usable fashion that will provide interest and motivation to students.

4. Suggested Course Outlines (Syllabi) that give you practical teaching schedules for

using Customer Service: Building Successful Skills for the 21st Century in a

variety of settings.
5. Answers to all exercises, reviews, and activities in the text are provided in the Instructor’s Manual.

6. Classroom Management Strategies and Techniques that can assist in setting up and using activities, exercises, and audiovisual equipment are provided in the Instructor’s Manual.

7. Worksheets for enhancing the text content can be found on the website for this textbook (http://www.mhhe.com/lucas05) and are referenced in the Instructor Notes throughout the Instructor’s Manual.

· Customer Service Video (ISBN: 0072938064): These videos present several scenarios in which a customer service professional responds to a customer. Class discussions can focus on how the situation was handled in the video and how it could have been handled.

· Hot Seat Videos (ISBN: 0072944692): This interesting video collection captures real-life customer service managers responding to critical real-world situations, allowing viewers the opportunity to see learned concepts in action. The main difference between this set and the set above is that the interactions are not scripted, and therefore, make the footage much more realistic.
SUPPLEMENTARY INSTRUCTOR AIDS
To use various ancillaries and components provided with Customer Service: Building Successful Skills for the 21st Century, the following will be helpful:

· Assign the chapter Worksheet and Work It Out activities as you desire to help

reinforce concepts being addressed in the text. Some of these activities work well as either in-class or out-of-class assignments. Possible solutions to these activities are in this manual.

· Assign  Search It Out online research activities to students as out-of-class

Assignments. You can either have students work on these activities individually or

may want to assign teams in order to get them used to the idea of working on

problems with others once they get to a service environment. As part of  student

assignments you may want to have them bring in information found on the Internet

and distribute copies and/or present their findings to the class.

Note: All URLs listed in the text were current at the time of writing. However, due to

the changing nature of the Internet environment, sites and URL addresses change.

Before assigning these activities to students, you may want to do a keyword search to

verify the addresses listed and/or to add additional sites you locate.
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Course Philosophy

As the business world moves to a more globalized, diverse, service culture, organizations and workers cannot ignore the need for strong interpersonal service skills. The philosophy behind Customer Service: Building Successful Skills for the 21st Century reflects my thirty-plus years of experience in dealing with customers in a variety of settings, training of thousands of adults, and personal experiences (both positive and negative) in dealing with service providers as a customer. Throughout all those years, and in particular during the past decade, I have seen a steady decline in the area of quality customer service.  This departure from the old concept of "the customer is always right," or "giving the customer what he/she wants" has led to numerous business failures in every industry, loss of revenue, and a shrinking of market share to competitors -- many outside the United States.
Interestingly, even though there is a need to better educate and train service providers, only a small percentage of educational institutions or organizations have an active program to prepare workers. Additionally, there are few books, such as Customer Service: Building Successful Skills for the 21st Century available.

The purpose of Customer Service: Building Successful Skills for the 21st Century and this Instructor’s Manual are to provide knowledge and tools needed for organizational and employee success in dealing with customers.

Throughout the book, users will be exposed to practical, real-world concepts and experiences along with suggestions for dealing with a variety of customer situations and problems.  By working through activities presented in the book and then continually applying what was realized or learned, students can improve on-the-job skills and results.

An assumption is made that anyone facilitating or teaching this material will have a solid grounding in customer service. Additionally, prior teaching and/or training experience will enhance possibilities for successful facilitation.
Target Audience

Customer Service: Building Successful Skills for the 21st Century was written for

anyone new to customer service, or who wants a solid review of the basics. This text is also

an excellent resource for any supervisor who needs a tool for reinforcing customer service

skills with his or her staff. While it does not specifically focus on the skills needed by

supervisors, many of the skills described in the book are transferable when dealing with

employees. Additionally, Leadership Initiatives have been added to the 3rd Edition. These

are tips on how supervisors can more effectively manage the techniques described in a

specific area of the text.

Class Size

While the information in each chapter can be a basis for lecture to an unlimited number of

learners, this use is not recommended. Adult learners gain most in environments where they

have an opportunity to share in an interactive learning experience. For this type of program,

which includes a variety of learning activities, twenty-five people is a suggested maximum

number for one instructor. More than that can create a control and feedback breakdown.

Space Requirements

An ideal learning environment is not theater style with rows of people seated facing a

lecturer. Nor is it a classroom setup where rows of desks are lined up facing the front of a

room where someone is lecturing. Round tables (See Figure 1) or a "U" shaped

(See Figure 2) is preferred because they allow the instructor to get close and

make use of more direct individual contact with each learner. Ideally, there will also be

room for breakout tables in the corners where small groups can meet for discussions and

activities. Obviously many college and business school settings have limited options and

typically use the classroom setup with rows of desks. In such instances, you may want to

have students relocate desks so that they form a semi-circle, especially when participating in

discussions and activities similar to Figure 3 so that they can make eye contact during

interactions.

FIGURE 1




Instructor


Flip Chart
           VCR
Screen

FIGURE 2












Instructor


Flip Chart

VCR


Screen

FIGURE 3









Instructor

Flip Chart
     VCR

Screen

A room large enough to allow small groups (breakouts) to comfortably gather for

discussions or activities is also suggested.

Scheduling

Depending on your desired outcome and time available, there are various scheduling options

you may want to consider. These options have been presented by category---educational

institution/ business schools, and business/professional. The latter includes professional

development workshops. At a minimum, 40-48 hours is suggested to cover the content

contained in the book.

As you prepare for your classes, you may want to omit some suggested text activities and or

insert those you develop. While you may not desire to cover the content of the book in the

same order and format as presented and suggested, the following options for scheduling are

offered. Keep in mind that your teaching style and preference and the makeup of your

students may lead you to select alternative delivery schedules. For example, some

educational institutions are leaning toward a six-week semester, which would require

modification to the following suggested coverage. The proposed schedules are only

suggestions and may not work in every environment; Feel free to modify to suit your

needs.
Educational Institution/Business School Option
Twelve-Week Syllabus (3 1/2 hours per session)

Week 1
Overview of course and preview of textbook

Discuss syllabus/grading

Assign customer service research topics

Chapter 1 -- 
What is Customer Service?

Work through Quick (Preview Quiz

Cover chapter content

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Chapter 2 --- 
Contributing to the Service Culture

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Week 2
Possible guest speaker (See list of possible topics under INSTRUCTIONAL METHODOLOGIES section of this CD)

Chapter 3 --
Positive Verbal Communication

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Week 3
Chapter 4 -- 
Nonverbal Communication in Customer Service

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Week 4
Chapter 5 --
Listening to the Customer

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Chapter 6 --- 
Customer Service and Behavior

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Week 5
Chapter 7 ---
Handling Difficult Customer Encounters

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Review Chapter 1-7 for mid-term examination

Week 6
Mid-Term Examination (Chapters 1-7)

Chapter 8 ---
Customer Service in a Diverse World

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Week 7
Chapter 9 -- 
Customer Service via Technology

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Week 8
Possible guest speaker (See list of possible topics under INSTRUCTIONAL METHODOLOGIES section of this CD)

Chapter 10 -- 
Managing Your Stress

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Chapter 11 -- 
Managing Your Time

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Week 9
Possible field trip to a local mall/business/organization to see customer service in action

Chapter 12 -- 
Encouraging Customer Loyalty

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Week 10
Chapter 13 -- 
Service Recovery

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Week 11
Chapter 14--
Focusing on the Future

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Review chapters 8-14 for final examination

Week 12

Possible Guest Speaker on future trends in customer service

Presentation on customer service projects/research assigned Week 1

Final Examination

Ten-Week Syllabus (4 hours per session)

Week 1
Overview of course and preview of textbook

Discuss syllabus/grading

Assignment of customer service research project

Chapter 1 -- 
What is Customer Service?

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Chapter 2 --- 
Contributing to the Service Culture

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Week 2
Possible guest speaker (See list of possible topics under INSTRUCTIONAL METHODOLOGIES section of this CD)

Chapter 3 -- 
Positive Verbal Communication

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Chapter 4 -- 
Nonverbal Communication in Customer Service

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Week 3
Chapter 5 --
Listening to the Customer

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Chapter 6 --- 
Customer Service and Behavior

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired
Week 4
Chapter  7---
Handling Difficult Customer Encounters

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Review Chapter 1-7 for Mid-Term examination

Week 5
Mid-Term Examination (Chapters 1-7)

Chapter 8 – 
Customer Service in a Diverse World

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Week 6
Possible guest speaker or Field trip to local mall/business or organization to see customer service in action

Chapter 9 -- 
Customer Service via Technology

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Week 7
Chapter 10 --
Managing Your Stress

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Chapter 11 -- 
Managing Your Time

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Week 8
Chapter 12 -- 
Encouraging Customer Loyalty

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Service recovery role play activities (possibly videotaped and critiqued)

Chapter 13 -- 
Service Recovery

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Week 9
Presentations on customer service research projects assigned week 1

Review chapters 8-14 for final examination

Week 10
Final examination

Possible guest speaker on future customer service trends

Chapter 14 ---
Focusing on the Future

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Nine-Week Syllabus (4 1/2 hours per session)

Week 1
Overview of course and preview of textbook

Discuss syllabus/grading

Customer service research project

Chapter 1 -- 
What is Customer Service?

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Chapter 2 --- 
Contributing to a Service Culture

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Chapter 3 --
Positive Verbal Communication

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Week 2
Possible guest speaker (See list of possible topics under INSTRUCTIONAL METHODOLOGIES section of this CD)

Chapter 4 -- 
Nonverbal Communication in Customer Service

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Chapter 5 --
Listening to the Customer

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Week 3
Chapter 6 --- 
Customer Service and Behavior

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Chapter 7 ---
Handling Difficult Customer Encounters

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Review Chapter 1-7 for Mid-Term examination

Week 4
Mid-Term Examination (Chapters 1-7)

Chapter 8 -- 
Customer Service in a Diverse World

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Chapter 9 -- 
Customer Service via Technology

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Week 5
Possible guest speaker (See list of possible topics under INSTRUCTIONAL METHODOLOGIES section of this CD)

Chapter 10 -- 
Managing Your Stress

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Week 6
Chapter 11 -- 
Managing Your Time

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Chapter 12 -- 
Encouraging Customer Loyalty

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Possible Field Trip to a Local mall/business/organization to see customer service in action

Week 7
Chapter 13 --
Service Recovery

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Week 8

Presentations on customer service research projects assigned week 1

Chapter 14 ---Focusing on the Future

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Review chapters 8-14 for final examination

Week 9
Possible guest speaker on future trends in customer service

Final examination

Five-Week Syllabus (8 hours per session)

Week 1
Overview of course and preview of textbook

Discuss syllabus/grading

Possible assignment of customer service research projects

Chapter 1 -- 
What is Customer Service?

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Chapter 2 --- 
Contributing to a Service Culture

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Chapter 3 -- 
Positive Verbal Communication

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Chapter 4 -- 
Nonverbal Communication in Customer Service

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Week 2
Chapter 5 --
Listening to the Customer

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Chapter 6 --- 
Customer Service and Behavior

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Chapter 7 -- 
Handling Difficult Customer Encounters

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Review chapters 1-7 for mid-term examination

Week 3

Mid-Term Examination (Chapters 1-7)

Chapter 8 -- 
Customer Service in a Diverse World

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Chapter 9 -- 
Customer Service via Technology

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Chapter 10 -- 
Managing Your Stress

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Week 4
Chapter 11 -- 
Managing Your Time

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Possible guest speaker (See list of possible topics under INSTRUCTIONAL METHODOLOGIES section of this manual)

Chapter 12 -- 
Encouraging Customer Loyalty

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Chapter 13--- 
Service Recovery

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Chapter 14 ---
Focusing on the Future

Work through Quick (Preview Quiz

Cover chapter content using Lesson Notes on this CD-ROM

Review content and complete and discuss end-of-session activities as desired

Review chapters 8-14 for final examination

Week 5
Final examination

Possible guest speaker or panel on future trends in customer service

Possible field trip to local mall/business to see customer service in action

Possible reports on customer service research (if assigned on week 1)

Business/Professional Seminar Format

In addition to using the text for instruction in an academic environment, you may use

materials to serve as a basis for customized training to address specific customer service

training needs for an organization or individuals.

Select those activities best suited for the audience and environment. Also, look to other

sources (training publications, books, CD ROMS, video/audio training programs) for

additional information and resources that can enhance instruction, add value, and create

an enthusiasm for and reinforce learning. One strategy might be to develop a series of one-

half to one-day workshops or seminars. Base each session on a different chapter topic.

Course Preparation Tips

Prior to coming into contact with your learners, you should ensure that you have

planned effectively. The following are some basic tips for successful presentation.

(
Develop and use a checklist

This list will help prompt you for each session and prevent something being

overlooked. Include such things as materials, equipment, assistance, and classroom

configuration.

(
Arrange for facilities, materials, and equipment in advance

Plan ahead. If possible, make your requests for the entire length of the

course/program before the scheduled start date to help ensure availability.

(
Contact any guest instructors or organizations you plan to use or visit and gain

a commitment to assist

Put your request and outline of what's to be covered in writing, if possible. This

helps prevent confusion or misunderstandings later.

(
Determine any additional requirements

Determine is any activities, handouts, or supplemental materials are needed before

the course/program begins, if possible.

(
Become thoroughly familiar with course content

Read all materials, rehearse your presentation, and work through all activities prior

to each session.

(
Do research by visiting a library or bookstore

Gather background data on customer service trends, concepts, innovations or

problem areas. Collect real-world examples and materials that can be used during

the course or given to learners.

(
Check facilities, equipment, and materials before learners arrive

Ensure setup is correct and determine if anything else is needed. Also, check to

ensure that equipment is operational. We will look at this aspect closer under the

INSTRUCTIONAL STRATEGIES section.

(
Know your audience

If you can get background information on learners prior to your first meeting, do so.

If not, have a questionnaire for them to complete, which provides information such

as occupation, experience and education level, and reason for program enrollment.

Supplemental Resources

As you develop your course outline and decide which strategies you will use, take the time

to consider other materials you can use to enhance learning. Some possibilities follow:

(
Handouts

Specially prepared handouts that relate to a variety of customer service topics,

issues, or skills can reinforce or present key points.

(
Articles

Be alert for articles in newspapers, periodicals, newsletters, or other publications

which relate to topic areas.

(
Videos

An excellent supplement to your instruction are videos on techniques related to

customer service and communication. Several videotapes are available as a

supplement for this text.

(
CD-ROM’s/Internet
Continually look for ways to get students involved in their own learning through the

use of technology.

Equipment and Supplies

Assuming you are using the textbook in a semester-length course or a series of workshops,

you should request or collect materials and equipment to be used in each session. The

following is a generic list and can be modified to fit your needs.

Optional Items

(
1
Lectern

(
1
Overhead projector (2-Bulb system)

(
1
Projection screen

(
1
27" VCR/Monitor with stand

(
1
35mm Carousel slide projector

(
1
Slide carousel

(
1
Set of transparency markers

(
1
Multi-socket extension cord

(
PC and projection unit for PowerPoint Presentation/ Transparencies

· 35MM slides

· Video(s)

· Audio tape(s)

Standard Items

(
Nametags/Nametents (For professional seminar format)

· Markers (assorted colors)

· Flipchart(s) easels with pads

· Masking tape

· Dry erase markers (if board is available)

· Dry erase board

Evaluation
Numerous ways are available for your use in measuring student learning. Without using

some method of assessment, you have no way of knowing whether learning objectives are

met.

Some of the more standard methods of evaluation follow:

Pre/Post tests (Quizzes)
These include a summary of key points that are covered during sessions. By measuring what

a learner knows coming into this class/session and again at the end, you can determine what

information or knowledge they required. The easiest formats are "True/False," "multiple

choice," or matching questions. The Quick ( Preview and Chapter Review questions at the

end of each chapter are examples of this tool for measuring knowledge. There are also

sample quiz questions on the website for this book (http://www.mhhe.com/lucas05) that

might be used for quizzes and reviews.

(
Case studies/Discussions

A less formal or quantifiable method is to present a case study based on key

concepts at the end of the program or session. This allows observation of the

learner's group of key concepts. The Face to Face activities in each chapter are

examples of content that might form simple case studies.

(
Question/Answer Sessions
Throughout a program or session, asking pertinent questions can gather feedback

regularly as the program progresses. This can allow clarification of confusing points,

identify and resolve misunderstandings and alert you to people who are not listening

effective.
· Exercises/Activities
Various individual or group activities built into each session presentation provide an

opportunity to practice or review key information. Throughout the chapters of the textbook, Work It Out activities, and end-of-chapter activities have been added to help gauge learning. Additionally, the website contains sample quiz questions and Worksheets that can be used for review and reinforcement activities. Possible answers for these activities are found in this Instructor’s Manual.

· Interim Reviews
Quick reviews at various points during a class can provide a brief review of key concepts covered to a certain point and provide feedback on whether those concepts are being received and understood. You can add a bit of fun to your class by doing these reviews in the form of games (e.g. Jeopardy, Who Wants to Be a Millionaire, or similar format), crossword puzzles, or team contests with groups competing to get the answers. You can provide small inexpensive toys, candy, or other prizes as rewards for correct responses. For more information on use of  such strategies contact the author. Also visit http://www.presentationresources.net for free articles on training and learning related targets and to get creative products that can stimulate learning.

(
End of Session Evaluations

These evaluations are often referred to as "smile face" evaluations because they help

identify how learners "felt" about their learning experience. These are usually done

at the end of a session (in professional seminars) and/or at the completion of an

entire program/series (in academic courses). They provide quick feedback on the

learner's perceived value of such things as the instructor’s presentation technique,

room layout, training aids, methodologies used, or program content. If you are doing

a professional seminar, one tip for using these is to pass them out at the beginning of

the program and request ideas, comments, complaints, or other thoughts be added

throughout the program. This reduces the chances that learners will forget key

feedback at the end of the session.

(
Post-session evaluations

These are used typically in organizational training settings and are similar to session

evaluations but are sent out 30, 90, and/or 180 days following completion of a

program (more likely used in organizational settings where students are part of the

organization). They are used to gather information related to the learner's perceived

long-term value of the information or skills gained in the program. They are also

good for determining transfer of training or how knowledge and skills are being

applied on the job.

(
Mid-Term and Final Examinations
Knowledge or comprehension of material is easily determined through written or

oral examinations. Through use of questions found at the end of each chapter in the

textbook and on the website for Customer Service: Building Successful Skills for the

21st Century (http://www.mhhe.com/lucas05) you can develop a comprehensive

examination made up of true/false, multiple choice, completion and discussion

questions.

The CD-ROM also contains a test bank that allows you to select questions already in

the bank, add questions of your own, or delete or change questions easily. You can

customize a test in minutes, printing a test for each student in your class. A complete

answer strip will also print for you to use in checking the tests quickly. In addition,

you also have the capability of being an online testing version so that students can

take tests directly from the Internet.

(
Customization
The beauty of Customer Service for the 21st Century: Skills and Concepts for

Success is that each chapter can stand alone as a topic presentation. This can

be especially beneficial in situations where there is a need to teach or

reinforce different skill areas to various people. Additionally, based on

learner needs you can add or delete from material in the book without losing

the impact of the content.

Instructional Strategies

Preparing to Instruct

Making the assumption that because you are using a "standard" classroom, which is also

being used by other instructors, that you will have everything you need could be a mistake.

You should always arrive well before learners to check out the facility. This is even more

crucial if someone else has used the room since you last did. Chances are that something has

been moved, broken, or removed.

Remember that your learners' first impression upon entering the learning environment can

impact their impression of you. The learning environment can also set the stage for learning

--- positively or negatively. To understand this possibility, think of a time when you walked

into a totally unprepared learning environment --- trash cans full, chairs and tables askew,

handouts tossed onto desks in a seemingly haphazard fashion. Or, the instructor rushed in

late with many apologies and started hurriedly straightening, writing notes on the board,

passing out handouts, or organizing materials. How did you feel about the experience? What

impressions did the scene/instructor make?

To avoid such potential negative responses, take the time to use a checklist as suggested

earlier and prepare the following.

Room

Go through before learners arrive to ensure that:

(
Furniture is straight and arranged in a manner conducive to attain the 
learning

objectives planned.

(
Trash in cans; not tossed around the room.

· Area is large enough for planned activities.

· Room temperature is properly adjusted, if possible.

· Lighting works and is adjusted properly for viewing you and any training aids

planned.

(
Adequate electrical sockets are available.

Materials

Before the scheduled class date, ensure that you have:

· All needed handouts or support materials available.

· Lesson Notes and textbook available.

· Training aids (transparencies, videos, audiocassettes, PowerPoint , and

prepared flipcharts).

(
Learner textbooks and other needed materials.

NOTE:
If this program is being taught in an internal corporate or public seminar

setting, have appropriate materials neatly placed on desktops or tables before learners arrive.

Equipment

As with other items, before the arrival of learners you should:

· Request and assemble all necessary equipment and training aids (e.g. make sure

your PowerPoint presentation works, organize 35mm slides into the carousel, place

transparencies in sequence, cue video to opening sequence, and/or pre-draw

flipcharts).

· Verify that all equipment is functional.

· Practice with equipment to become familiar with its operation.

· Have extra parts or supplies (e.g. projector bulbs, flipchart pads, markers, handouts, blank transparency film) available in case you need them.

Using Instructional Equipment and Aids

Flipcharts

Flip Charts are an easy-to-use and relatively inexpensive means of gathering and sharing

information with learners. Some tips for effective use follow (Also, see the text

Bibliography for additional resources on the topic):

· Use lettering which is 1½ - 2 inches high so that learners can see up to a distance of

about 30 feet.

· Put only one topic on a page.

· If using vertical columns, use no more than three per page. More will be

confusing, distract students, and look too busy.

· Eliminate unnecessary words by using symbols and abbreviations. Make sure that

you explain the meaning of these.

· Use water-based markers (not dry erase markers) to prevent ink from "bleeding"

through onto the next page, reduce smell, and ensure better visibility.

(
Limit marker colors used to two or three for text. More looks busy or distracts.

· Use dark colored markers (black, brown, dark green, navy blue). Avoid use of large

amounts of red since words appears to run together from a distance and it is difficult

to see by the people with color blindness. Use of red to highlight key words or draw

lines or symbols is fine.

(
Leave one blank page between each written page. This absorbs any bleed through while preventing learners from reading pre-written text that follows on the next page.

(
When not writing, put the marker down. Playing with it as you talk can be distracting.

· Put strips of masking tape along the easel frame. This allows easy access when

taping sheets torn from the pad which are to be posted on walls for future reference.

(
Put tabs (pieces of masking tape or protruding stick on labels) on pre-written 
pages

to allow easily finding them when needed.

· Write brief notes to yourself lightly in pencil in the upper corner of pre-written pages.

· As you appear to be reading the sheets text, you can also glance at the remarks to prompt your next comments or alert you to information covered on the following page.

Videocassettes

Videos are good for emphasizing or supplementing comments you have made. However,

they should not be used to replace you, or to teach the material to your learners. To get the

most benefit from them, remember the following:

· Don't put a videotape in, then disappear for twenty to thirty minutes. If some

technical problem occurs as soon as you exit, learners will be sitting in a

dark room wasting time and you could lose credibility.

· ALWAYS ensure you have previewed the video before learners see it. As you do so, make notes of key points to emphasize before or after showing. Additionally, if there is anything in the video which is outdated, incorrect, questionable, or for which learners should look, you should point them out before showing.

· Ensure videos are cued before learners arrive. This involves fast forwarding

past copyrights, warnings, and credits to the opening scene. In this way, after you introduce the video and start the VCR, learners start seeing video content immediately. This saves time and makes you appear more prepared.

· Assign key elements or concepts to look for. This keeps learners more alert since

they know they will be held accountable and possibly queried later.

· Following viewing, spend time debriefing content by conducting a question-and- answer session. Ask questions on pertinent issues brought out in the video and ask

how these points can be applied in the learner's workplace or 
in a customer service

environment.

Overhead Projectors

Developed during World War II by the War Department, these versatile pieces of equipment

are relatively inexpensive and effective. Even though they are simple to operate, you should

rehearse with them before using with a group. This is because each manufacturer has slight

variations in assembly, construction, and operation. The following are some suggestions for

effective usage:

· Ensure that you have a backup bulb or projector since bulbs and on/off switches fail

frequently.

· Set up the projector so that projected images fill the entire screen. This enlarges lettering and makes visibility easier.

· Set up and test the projector's operation and visibility before learners arrive.

· Move to all areas of the room to ensure the image is clearly visible.

· Set the screen at a 90-degree angle with the bottom toward the rear wall. This prevents an effect known as keystoning that occurs when the top of the projected image appears stretched wider across the screen that the bottom portion.

· Position the projector so that you are not blocking the learner's view of the screen.

· If possible, dim the lights above the screen to allow better viewing.

· When reading projected information from transparencies, do so from the projector rather than turning to the screen. Always face learners as you speak.

· If you are going to place hard objects on the projector platform (glass surface), put a sheet of clear transparency film or acetate on first to prevent scratching the glass.

· Use at least ¼ inch lettering to ensure visibility. A quick check method is to place the printed transparency original text on the floor and stand above it. If you can read it clearly, it is likely visible from 30-50 feet.

· Limit the lines of text on transparencies to 8-10 lines.

· Limit the words per line of text to 6-8 words.

· Add borders and graphics to make transparencies more interesting.

· Use light-colored transparency film or colored lettering to add variety and help hold attention. Avoid red film for the reason stated for colored markers earlier.

· Limit the amount of information you initially project by showing one key point, discussing, and then moving to the next. The "revelation" technique works well to accomplish this. This technique involves placing a blank white sheet of paper under the projected transparency so that all but the first line of text or key point is visible.

· As you move to the next point, slide the paper down to reveal it. By using a piece of clear white paper, you shadow the majority of the text but can still read the next line of text because of the light projecting through it. This allows you to think of your next remarks.

· If you use a pointer to direct attention to a key point on the transparency, ensure that it is flat and won't roll of the projector platform. Some people prefer the lighted pointer which can be used from across the room but these can be distracting since it

is difficult to keep the light focused at one point on the projection screen for long.

· When changing transparencies, or if you get involved in a side conversation not

related to the projected information, either cover the transparency of turn the

projector off. Be careful with older projectors since covering with paper could cause

overheating and damage to the transparency and glass surface. Also, with the

projector left on, the whirl of the fan can be distracting.

PowerPoint Presentations

PowerPoint slides for each chapter are included on this CD-ROM. If you choose to use

them, it is important that you thoroughly preview them and make instructor notes for

each prior to using them. Additionally, since many educational institutions and

organizations do not have lap top computers or projection units readily available, plan

accordingly for each class to ensure that needed equipment is accessible. A few basic things

to remember if you create your own additional slides:

· Use a common theme (design), colors, and bullets for connected or continuation

slides where material overlaps to more than one slide.

· Design slides to compliment your spoken word, not distract with all the fancy bells

and whistles that can be attached in PowerPoint.

· Use lettering large enough to be seen from a distance (at least 1 ½-2 inches

projected).

· Use standard font (Helvetica, Times Roman, or sans serif), rather than the more decorative styles (script or other similar flowing letters).

· Limit the number of lines of text per slide to no more than eight.

· Limit the number of words per line to 6-8 and use simple words that will be easily understood by all viewers.

Encouraging Learner Involvement

According to research on adult learning, adults learn more from participation in learning

than they do from passively listening to a lecture. As a matter of fact, most adults listen at

about a twenty-five percent efficiency level, so lecture is the least effective means of

transferring knowledge and skills. Your role as an instructor can be best accomplished

through regular interaction with learners, effectively coaching and encouraging successes,

and setting up a win-win environment.

Additionally, since learners take in and assimilate information through visual (seeing)

auditory (hearing), and kinesthetic (doing) means, it is important that you regularly rotate

your instructional strategies in order to address each of these styles. Otherwise, you might

lose part of your learners as their minds wander.

Here are some possible strategies for increased effectiveness.

Gaining attention
Since most learners are easily distracted, you will continually need to regain their attention

or refocus their thinking. Also, keep in mind that light, sound, color, and movement attract

attention. Using various techniques that employ these can help. To do this:

· Employ gestures effectively.  Nonverbally punctuate your message or key points by

using hand and arms signals that supplement your verbal messages.

· Maintain direct eye contact. When you look at someone directly, they are less likely

to ignore you or lose attention. An average eye contact of 3-5 seconds with each

learner regularly throughout the session will better ensure their being alert.

· Move around the room. Don't aimlessly wander but move toward and away from learners throughout the session. Since movement attracts attention, you can help keep learners focused.

· Ask pertinent questions. Regularly ask questions in a variety of ways. Refer to

Chapter 3 and 5 of the textbook for possible questioning techniques.

· Inject humor, anecdotes, or stories. By using a variety of approaches to make key

points, you can appear more human while effecting learning. Be cautious about

using potentially offensive humor. Also, if you know you are not good at humor,

avoid it.

· Vary voice qualities. As discussed in Chapter 3 of the textbook, vocal variety can

add emphasis to your spoken message. Review Chapter 3 for ideas on improvement.

· Use pauses effectively.  When used properly, verbal pauses can provide an

opportunity for learners to reflect on what you said, develop questions, or form

ideas, or regain focus.

Dealing With Difficult Learners
Learners may present challenges or be frustrating for a number of reasons. One point to

remember is that if at all possible, you should be cautious not to embarrass your learners.

The following is a listing of possible types of learners, and strategies for effectively

interacting with them.

(
 Non-participant.
This type of learner could be silent for a variety of reasons. They may be shy, lack initiative or confidence, have limited English speaking capabilities, or a disability. Speak to the person one-to-one outside the classroom to try and determine the reason for his or her reluctance. If you've determined that the student simply needs prompting, try questioning techniques discussed earlier.

(
Excessive talker.
Some people have answers or opinions for everything. If they

persist in offering comments, try avoiding eye contact or recognizing their hand

being up to respond. If they offer comments, you should acknowledge their views,

then solicit comments from others. Call a break and speak to the person in private if

he or she is disrupting or irritating others.

(
Debater.
This type of learner often has a differing opinion for everything you

say. One way to counter or negate their viewpoint is to site research or authorities on

the subject or ask for group opinion/consensus. If they see that the majority of others

disagree, perhaps they will back away. It may be that you have to speak to the

person in private. If the latter occurs, remain calm, but stress that he or she is

disrupting the class and request his or her cooperation.

(
Negative.
For whatever reason, you may encounter someone who has a

negative opinion or attitude. When he or she offers negative comments, solicit the

views of others in order to gain consensus. If necessary, speak to the person during

break and point out the impact of his or her negative behavior on you, classmates,

and himself or herself (possibly a lowered grade, if applicable).

(
Disinterested.
This type of person might have been directed to attend or be

obligated as part of a curriculum requirement. Try to learn about the student’s

background and needs so that you can slant information or examples toward him or

her in an effort to create interest.

(
Disruptive.
 Some people get distracted and start side conversations continually

during a presentation or learning activity. If you encounter such a person, interrupt

him or her and put the person on the spot gently by stating, "Excuse me...we can't

hear what you said, would you repeat that for us?" This will often embarrass both

the talker and his or her neighbor and cause them to refrain from additional side

conversations. If they persist, speak with them during break.

INSTRUCTIONAL METHODOLOGIES

There are many ways to energize and involve learners are available which at the same time

ensure that key learning points are being received. The following are some traditional ways

to help ensure transfer of learning to students:

· Activities. This is a generic term applied to any type of training experience in which

learners participate in games,  individual or small group exercises, instrumentation,

or guided learning.

(
Brainstorming.
  An organized process for obtaining viewpoints, ideas, or possible problem solutions. To be effective, the following rules should be observed when brainstorming.

· Strive for quantity of responses rather than quality of ideas.

· No criticism of ideas is allowed.

· All suggestions or ideas are flip charted.

· Freewheeling (creative thinking) is encouraged.

· Everyone participates.

· Hold decision-making and analysis until after lists are developed.

(
Case Study.
An activity in which participants are provided with a situation (actual or hypothetical) for which they must analyze information and come to a conclusion or problem solve a solution as a group. A case study is an excellent technique for illustration of how course theory can be applied in an actual or simulated situation related to the program topic. This technique also creates a need for participants to work cohesively, thus increasing the networking within the group.

(
 Forum.
  A group of experts gathered together to present ideas or information on a specific topic. Learner participation is limited to listening and posing questions, either at the end of presentations or throughout the activity.

· Guest Speakers.  Experts brought in to offer insights, present or discuss their particular areas of expertise. Some potential topics related to customer service might be:

· The history of customer service (Either generally or in a specific industry).

· The keys to establishing a customer service culture (Could be specific examples of how their organization or others did it).

· The impact of behavioral styles in a customer environment.

· Listening effectively to the customer.

· Interpersonal communication effectiveness.

· Hidden messages: The language of silent communication in business. (Could focus on professional dress/grooming or nonverbal cues).

· Telephone courtesy as a customer service tool.

· The use of technology in customer service.

· Working with difficult people; strategies for success.

· The affect of diversity on business and the customer.

· Effective stress management.

· Effective time management.

· Building a strong customer base.

· If it gets broke -- fix it! (Strategies for service recovery).

· Customer service for the year 2000 and beyond.

(
Nominal Group Activity.  This technique allows individual work done quietly. Information, data, or situational descriptions are provided to learners who then analyze and evaluate with a specified objective in mind. This allows for forming individual opinions without the influence or pressure from others. Following individual work, learners can come together to compile their ideas or thoughts and possibly vote on the priority or importance of each.

· Panel Discussion.  A group of experts gathered together to present ideas or information on a specific topic, but often with differing viewpoints. Issues are often debated with a moderator controlling the activity. Learner participation is limited to listening and posing questions at the end of presentations or submitting them before for moderation.

· Puzzles.  Puzzles are an excellent means of adding "fun" to a presentation or training session. They can be used to introduce concepts, terms or ideas, give 
a break from the presentation, reinforce information or data provided to that point, or test (either before or following the session/ topic) learner level of knowledge. These can be in various forms (e.g. word search, crossword, fill in the blank, find the word) and can either be created with paper and pencil or with one of the many puzzle software packages on the market. They can also provide a means for friendly competition with the person getting all responses correctly first winning a prize (e.g. candy bar, leave early, small toy, soda).

· Role-play.  An experiential learning technique in which two or more learners act out situations or scenarios related to the session/program topic. This allows first-hand experience for role-players. For observers, it allows an opportunity to objectively observe and evaluate advantages and disadvantages of the situation and interaction techniques demonstrated by role players. An effective way to apply this technique is to divide the learners into triads, assigning one person to be the primary role-player and one to be the secondary role-player. The third person observes and takes notes, or completes a predesigned feedback form, to the others at the end of the

scenario. At the end of the scenario, the following questions should be asked

first of the primary, then of the secondary role-player. Following their response, the observer should provide feedback to the questions.

-
What did the primary role-player do effectively?

-
What was done ineffectively?

-
What could they have done to improve the situation?

· Simulation. This activity creates a real situation and provides learners an opportunity to react or role-play real-life responses. (e.g. A learner could provide a real-life experience that they felt uncomfortable dealing with. After describing it, the facilitator or another learner could role-play the situation with others providing feedback afterward.

· Vignette. A brief video or audio segment which is used to present a situation, issue, or topics for discussion. The focus should be on stimulating thinking 
and dialogue afterward.

· Visualization. Sometimes called guided fantasy or guided imagery. Often accompanied by soothing music as learners are asked to close their eyes and visualize. This activity is designed to have learners recall past or present situations, relationships or events to interpret or analyze them. (e.g. learners could be asked to close their eyes and think of a time when they visited a certain establishment. They are to think of specific examples of how they were treated, actions or inactions taken by service staff which impacted them -- positively or negatively, and ways in which the outcome of the encounter could have been made better by the service provider/organization).

(
Worst Case Scenario.
This is a form of visualization in which the learner thinks of a situation or scenario and tries to determine what the worst possible outcome could be based on specific actions or inactions that were taken by them or someone else.

CHAPTER LECTURE NOTES

The following are suggested lesson plan notes for use in facilitating each chapter of Customer Service: Building Successful Skills for the 21st Century. They are not intended to be extensive and all-inclusive, just suggested guidelines to assist you.

You are encouraged to edit these as desired to fit your own instructional style preferences. Add or delete activities as you wish, highlight key terms, insert your own notes and comments, and generally make the lesson plans work for you.

All the key activities and topic headings for each chapter are included to give you a guide and prompt your facilitation of chapter material. Obviously, as you become more comfortable with the text content, you will likely add more information and bring in other topic issues to supplement and enhance what students have in their books. For example, you may want to find current articles and research that matches key issues and trends addressed in various chapters. You may also want to bring in topic experts and or videotapes to share with students.
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