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Abstract
The purpose of this capstone project is to re-design a course that is currently taught at Madison College for students from the machinist program.  The Customer Relations course is required for program completion and it is one of the only formal classes the students of this technical diploma program are required to take in order to graduate with their technical diploma. The rest of this group of cohort’s curriculum is practical, hands-on work in the mechanic shop.  Because of the importance of the course for these students, this integrative project will include specific lessons including instructional plans, materials, and assessments.  The two credit course will be designed for eight weeks instead of the current format of sixteen weeks to keep students focused and engaged in the course.  

The curriculum of the Customer Relations course will help students become better-rounded in their profession by giving them a background in customer service, sales, retention, and marketing.  In these economic times, employers are looking for more than just a mechanic; they are looking for a diversified employee.  Therefore, the course will cover resume writing, business plan development along with market research, and a general background of customer service.  The course will incorporate technology, group collaboration and projects that require basic research.  

This course is required for these program students to help them obtain employment after graduation.  Traditional classroom environments are a challenging atmosphere for these students because they are hands-on learners.  These groups of students are also non-traditional ranging in age from eighteen to fifty years old.  Because of these challenges, the curriculum needs to be engaging, meaningful, applicable to their profession, and non-traditional (meaning not lecture based).

My goal in re-designing this course is to provide non-traditional students the knowledge and skills they will need to enter the workforce after their year long program.  By giving them skills such as resume writing and business plan development, these students will be more competitive in their industry.

vi.

Chapter One

Introduction


  Community colleges play an important role in our higher educational system and provide many opportunities and services to the communities to which they are closely linked.  A study in 2008 showed there were about 6.7 million students enrolled in degree-granting programs at over 1,000 community colleges in the U.S., representing about 44% of all undergraduates enrolled over the course of the year in colleges and universities (Zeidenberg & Bailey, 2010, p. 3).   Whether community colleges are preparing students for college transfer to four-year institutions, training them for the workforce with technical diplomas, or preparing them for careers directly after graduation, community colleges serve a large number of students with diverse backgrounds and a wide range of learning capabilities.  

Given that community colleges educate such a significant number of the country’s undergraduates and employ more part-time faculty than any other type of institution in higher education, it is essential that part-time faculty have proper resources and support to have a successful impact on student outcomes (Cohen & Brawer, 2003).  Having course shells designed for use by various faculty members is one way for new part-time faculty members to understand which course outcomes are crucial to the topic they are teaching. 

Importance of the Paper

“Staffing is a critical issue because it shapes virtually every activity in higher education, from teaching to research to institutional governance” (American Federation of Teachers, 2007, p. 3).  As Lail (2009) states, “a quality teaching mission not only defines a community college, but also affects the caliber of its faculty” (p. 29).  As an instructor, having a broad knowledge base to be a content expert is a critical component of teaching, however “pedagogical proficiency beyond the ability to lecture is rarely a consideration” among administrators at community colleges (Lail, 2009, p. 29).  Over the years it has become ever more prevalent that “new faculty do not enter classrooms any readier to teach their students than many of the students themselves come prepared to learn” (Lail, 2009, p. 32).  It is critical to the success of the higher educational system to better prepare faculty members so they can be more effective in the classroom.  Even though new instructors enter the classroom with great commitment to the college’s mission and possibly even with great mastery of their disciplines, many still have large pedagogical deficiencies (Lail, 2009).  
In a Paradigm for the Training of Part-Time Teachers in Community Colleges (1999), the authors suggest four broad categories of training needs for adjunct faculty:

1) Introduction to the educational setting

2) Development of basic skills needed by adult educators

3) Refresher courses for experienced workers 

4) Specialized courses such as counseling.

The study pointed out that “too often, an instructor is given a text and a class role printout and told where to meet the class the next evening or even the same evening” (Carreiro, Guffey, Rampp, 1999, p. 41).  In Lail’s report, one researcher was quoted as saying, “most faculty members readily confess that they learned to teach by being thrown into the classroom and either sinking or swimming” (Lail, 2009, p. 29).  I had a similar experience in my first semester teaching at the college.  I was given a textbook and little else was provided to me, not even a sample syllabus.  In this project, I will redesign the course from sixteen weeks to eight weeks to keep students focused and engaged in the course. Past cohorts have indicated the class felt long and drawn out over sixteen weeks, and they also felt sitting in a classroom rather than working hands-on in their mechanic shop was a more difficult learning environment for their visual style of learning.  After reviewing student feedback and considering their suggestions of an eight week class, it seems advantageous to provide a format that will be engaging and beneficial to their academics.  I will provide learning objectives, activities, assignments, and grading rubrics for the course.  By doing this work, the part-time faculty members that teach this course will be able to use this course shell and incorporate it into their own classrooms for greater student and faculty outcomes.
I believe this will further allow me to be an advocate for other part-time faculty members within my institution, and hopefully within other community colleges.  Improving education starts in the classroom, at any level, in any institution.  I may not be able to shape an educational trend on a large scale, but I do hope to shape an educational trend within my own college and my own community to give our students a better educational experience and greater opportunities.

The Community College Setting
The missions of community colleges are complex and include preparing students for degree programs, offering degree programs, preparing students to transfer to four-year institutions, and providing many other educational and vocational opportunities (Cohen & Brawer, 2003).

Community colleges employ more part-time faculty than any other type of institution of higher education.  These institutions have increasingly been called upon to focus more attention on teaching and student learning.  While the focus has been on teaching and students, these same institutions have slowly been increasing the number of part-time faculty employed which has resulted in more part-time faculty on campus than full-time faculty.  
  How community colleges improve the success of part-time faculty members in the classroom is more important than ever before because “the 21st-century student population is becoming more diverse, leaving us to address the growing diverse-learner needs” (Lail, 2009, p. 29).  Changing the professional fate of part-time teachers may seem like an overwhelming task, however, it is essential to the college, the students, and the instructors (Carreiro, Guffey & Rampp, 1999).  


From what I have seen in both my time at Madison College and in my research, most students enter college under-prepared for the challenges of a college-level work load.  As Zeidenberg and Bailey (2010) state, “many community college students enter college unready for college-level work.  On average, they are less well prepared than their counterparts in four-year schools and are more likely to come from low-income households” (p. 7). It seems as though the two-year college students are not as well prepared for the higher education setting. This could be the result of a number of factors such as lower-income household students and students coming from lower performing school systems.  One of the greatest challenges for community college educators is to strengthen the developmental programs to build the basic learning fundamentals necessary for success in school. “Over the last decade, community college educators have worked hard to strengthen developmental education and generally improve outcomes for students who arrive at college with weak skills” (Zeidenberg and Bailey, 2010, p. 9).  

The largest part of the equation for community colleges to improve student outcomes and successes is the effectiveness of the teaching staff.  Because “part-time instructors in a community college play a significant role in the success or failure of the institutions” (Carreiro, Guffey, Rampp, 1999, p. 12), community college administrators need to adequately prepare part-time instructors for diverse classrooms.  Although teaching licenses are required for K-12, the same does not hold true at the higher educational level.  At a higher education institution, instructors’ requirements are met by educational background and work experience (depending on the Unit within the college, teaching experience may be preferred, but not required).  Adjunct faculty are a huge asset to community colleges and they bring a wide range of practical experience.  However, proper orientation, mentor support, and professional development are key aspects of properly preparing part-time faculty.  “The teaching performance of the part-time instructors can and does affect the overall quality of all educational programs in the community college.  The image that the part-time teacher presents to the students and community is critical to the college” (Carreiro, Guffey & Rampp, 1999, p. 12).  The researchers found that teaching frustrations by part-time faculty are not due to lack of content knowledge but rather to lack of pedagogical understanding.  The adequate preparation of part-time teachers combined with increased emphasis on and support for the betterment of teaching is necessary for improvement at this level.  Meanwhile, the result of the lack of preparation and experience has a detrimental effect on the individual faculty member, his or her students and the reputation of the institution (Carreiro, Guffey & Rampp, 1999, p. 44).

“The employment of part-time faculty increased by 164 percent from 1970 to 1988 compared to a 37 percent increase in full-time faculty.  Additionally, a national evaluation in 1992 reported that, considering only adult education classes, approximately 80 percent of teachers were part-time” (Carreiro, Guffey & Rampp, 1999, p. 12).  Researchers predicted that these numbers would only continue to increase if student enrollment continued to rise along with rising budgets.  This continues to be more important today than ever before as enrollment continues to drastically rise in the face of current economic depression.  The unemployment rate has continued to remain high, which only increases enrollment statistics.  With an increase in student population, there is an increase in budget costs for the schools that includes everything from hiring more faculty, to securing more space, to staffing more areas.  “Adjunct faculty represents an important role that community college administrators may use to obtain cost savings and flexibility of schedules.  The needs of part-time personnel must be met to insure effectiveness in the colleges” (Carreiro, Guffey & Rampp, 1999, p. 34).  Part of these needs (especially for new part-time faculty) include course shell creations.  These shells provide part-time faculty the assistance they need in getting started in the profession which is critical to their success rate.
Chapter Two
Review of Literature


According to Collaborative Learning Inc. (2011), success in the classroom starts with proper curriculum development.  It is believed that the idea of structure within curriculum speaks most directly to the development of that curriculum.  Although there are varying beliefs that continue to change and mold ideas about curriculum development, there are four corresponding principles that continue to guide curriculum development:
1. Defining goals

2. Establishing corresponding learning experiences

3. Organizing learning experience to have a cumulative effect

4. Evaluating outcomes

These principles guide instructors in standards-based instruction and curriculum and allow them to design courses that focus on strategies, content, structure, tools, and outcomes.


Defining goals of a course is the first step in curriculum development.  Goals are typically referred to as knowledge, skill or attitude to be attained by the student, and their main function is to provide the scope of the course (Queens University, 2011).  While determining a set of goals, instructors should begin by asking themselves, “What will the student be able to do as a result of taking this course?”  This article also states that goals should be clearly listed that you expect students to have when they complete the course.  For example:
1. Students will be able to critically review research articles.

2. Students will be able to analyze and compare theories.

3. Students will be able to relate or apply ideas to specific situations.

Using these guidelines will assist instructors in identifying appropriate course goals and objectives prior to writing the curriculum.

According to Fink (1999, Online), “a ‘good course’ is one which meets the following criteria:”

1. Challenges students to higher level learning- all courses require some “lower level” learning, i.e., comprehending and remembering basic information and concepts, but many courses never get beyond this.  
Examples of “higher level learning” include problem solving, decision making, critical thinking, and creative thinking.  For example, higher level thinking would ask questions such as: “What is an analogy that might represent this situation?” or “What would you hypothesize about this situation?”  Another example of higher level thinking would be an activity that would ask, “Based on the information provided, work as a group to reach consensus on the exact nature of the problem, identify an audience for your marketing campaign, develop criteria for measuring a ‘good’ campaign for reaching your audience, finally, develop an outline for three different campaigns that meet your establish criteria in order for it to be successful.”  These examples show that higher level thinking requires students to work collaboratively to reach numerous decisions.  The instructor does not feed the information to students but rather requires them to seek out information in order to problem solve.
2. Uses active forms of learning- some learning will be “passive,” i.e., reading and listening.  But “higher level learning,” almost by definition, requires active learning.  One learns to solve problems by solving problems; one learns to think critically by thinking critically.  
Active learning in adult education (or any level of education for that matter) will ‘hook’ adult learners for the most effective outcome.  Using teaching tools such as problem solving exercises, cooperative student projects, informal group work, simulations, case studies, and blending those with outside technological and human resources will allow students to apply what they have learned will encourage active learning.  
3. Gives frequent and immediate feedback to students on the quality of their learning- higher level learning and active learning require frequent and immediate feedback for students to know whether they are “doing it” correctly.

4. Uses a structured sequence of different learning activities- any course needs a variety of forms of learning (e.g., lectures, discussions, small groups, writing, etc.), both to support different kinds of learning goals and different learning styles.  However, these various learning activities also need to be structured in a sequence such that earlier classes lay the foundation for complex and higher level learning tasks in later classes.

5. Has a fair system for assessing and grading students- even when students feel they are learning something significant, they are unhappy if their grade does not reflect this.  The grading system should be objective, reliable, based on learning, flexible, and communicated in writing.
These classroom methodologies contribute to creating a successful course with measurable outcomes.  The assessments instructors use in classrooms (exams, assignments, projects, presentations) reflect the instructor’s goals and values and these methodologies will influence how students perceive the instructor and the course.  For example, feedback to students must be timely in order to be effective.  In most cases, adult classrooms cover content at a faster rate than in the K-12 system.  Therefore, grading rapidly and providing full feedback related to the established assessment criteria allows students to move forward in the course without making the same mistakes over and over again.  The longer the time frame between the performance task and the assessment feedback, the more students will regard the feedback as summative and quickly move on to new material (Fink, 1999).  

Having a fair grading system in place is an important aspect of the classroom.  Washington State University (2011) indicates procedures be put in place to ensure adult students are provided fair and useful information in order to be graded fairly.  According to Washington State University, grades in higher education must be based on grading rubrics so that grades are:
1. Tied to learning goals and assessments

2. Assigned consistently and fairly

3. Communicate to students standards of performance and how achievement of a standard of performance translates into a letter grade.

Grading must not only be fair, it should be reasonable and students should perceive it as fair.  This means that outcomes and processes are fair, and the process is transparent to students.
Effective Teaching and Assessments of Adults

Community college students are a very diverse group who often face a particular set of challenges.  According to Fogg (2007, Online): 
Many entering students are not prepared for college-level work.  Some students enter with the intention of transferring to a four-year college; other students struggle to complete remedial courses.  Some students have long commutes to school and many have jobs and family responsibilities outside of school.  
In one class, a teacher may face an eighteen year old student who is fresh out of high school, a single mother who works part time, and a dislocated worker who is fifty years old and enrolled in school as a “last resort.”  Many of these students also face financial difficulties that create additional challenges in the classroom.  As researcher Settle (2011) noted, “socioeconomic status affects the challenge of year-to-year persistence of students” (p. 282).  Many instructors have students that are only able to enroll in courses when they can afford school, which leads to large gaps of time between classes.
Community-college students require teachers who are engaging, creative, responsive, and energetic- and who understand their students’ needs.  Professors have to be up on the latest teaching methods, know which of them work for their students, and be flexible enough to change when something isn’t working (Fogg, 2007, p. B12).  
Fogg also suggests many teaching tips for diverse classrooms:

1. Remember that students are freshmen and sophomores, do not fall into a trap of inflated expectations.

2. Set realistic expectations and share them with students.

3. Be mindful of the pressures on students, many of whom have families, jobs, or long commutes.

4. Know services offered at the college to assist struggling students.

5. Make sure students understand why the subject matter of the course is worth learning and how it relates to the real world.  Invested students will work harder and take an active role in their learning (p. B12).
Adults need to be able to integrate new ideas with what they already know if they are going

to keep and use new information.  Curriculum designers must know whether the concepts or ideas will be in concert or in conflict with the learner.  As Zemke (1984, Online) states: 
Courses need to be designed to accept viewpoints from people in different life stages and with different value sets, while keeping in mind that concepts need to be “anchored’ or explained from more than one value set and appeal to more than on e developmental life stage.
Adult students learn in different ways than children do.  Malcolm Knowles developed an 
andragogical approach to support this rationale.  Andragogy is defined as, “the art and science of helping adults learn, in contrast to pedagogy as the art and science of teaching children” (Knowles, 1980, p. 43).  Knowles’ perspective on andragogy is based on six main assumptions:

1. Self concept: Adult learners are self-directed, autonomous, and independent.
2. Role of experience: Adults tend to learn by drawing from their previous experience.

3. Readiness to learn:  Adults tend to be ready to learn what they believe they need to know.

4. Orientation to learning: Adults learn from immediate application rather than future uses.  Their learning orientation is problem centered, task-oriented, and life-focused.  
5. Internal motivation:  Adults are more internally motivated than externally.

6. Need to know:  Adults need to know the value of learning and why they need to learn.
It is critical to the success of adult students for instructors to respect that students have different learning styles and students need to be allowed to experience what they are learning through various avenues such as small group discussions, experiments, role playing, or activity of any kind (Peterson, 2011, Online).  Because many adult students have been out of the classroom for many years, it is extremely important for instructors to encourage their students.  Often students report that going back to school as an adult can be an intimidating process and many students have expressed apprehension about how they will like school and how well they will do.  Teaching adults goes beyond teaching the subject matter; it includes inspiring confidence and renewing passion in students by recognizing their contributions to the class. 
Alternative and Authentic Assessment


Assessing students allows instructors to improve student learning, academic achievement, and overall institutional effectiveness.  Assessment helps support the overall decision making of instructors and their course content and outcomes.  Authentic assessments usually include a task for students to perform and a rubric for evaluating their performance of the task.  According to Education.com, Inc. (2011, Online), authentic assessments, “test student abilities by measuring how well students perform under real-life or simulated contexts.  For example, the driving test is considered an authentic assessment because it tests students’ driving skills under real conditions on the road.”

The research done by Marzano, Pickering, and McTighe (1993) indicates that assessment directly affects learning by providing necessary feedback for effective learning.  In their study, the researchers identified steps to create performance tasks for assessing students:

Step 1: Identify a content standard that will be included in the task.


Step 2: Structure the task around one of the complex reasoning processes 


Step 3: Write a first draft of the performance task incorporating the information 

identified in steps 1 and 2.


Step 4: Identify standards from the information processing category to include in the 

task and revise the task to make these standards explicit.


Step 5: Identify standards (if any) from the habits and mind category and the 

collaborator/cooperation category to include in the task, and revise the task to 
make these standards explicit.
Step 6: Identify specific standards from the effective communication category and build 

them into the task.

According to Marzano, Pickering, and McTighe (1993), “performance tasks do not have a single, correct answer; there are a variety of ways to successfully complete them.  Consequently, student performance can not be ‘machine scored’ and the vehicle used to guide human judgment is a rubric” (p. 29).  Carefully constructing performance tasks will give students the ability to demonstrate their understanding of the content and apply that knowledge to real-world activities outside of the classroom.  As the researchers state, “assessment is strongly linked to teaching and learning” (p. 5).

Authentic assessments in community colleges are especially important to student outcomes because they allow instructors to assess students in contexts that closely resemble actual situations in which their abilities are used.  For example, assessments can be projects, processes, presentations, tests, problem solving, and other tasks that allow students to demonstrate their ability to meet the course outcomes and goals.  Other examples that work well for assessing students used at Madison College include: problem solving exercises, analyzing case studies, student created flow charts/diagrams, standardized cognitive tests, checklists, reflective self assessments, essays, student surveys or interviews, pre and post text evaluations, and multiple choice exams.

According to Angelo and Cross (2011, Online), “assessment involves students and teachers in the continuous monitoring of students’ learning.  It provides faculty with feedback about their effectiveness as teachers, and it gives students a measure of their progress as learners.”   Assessment allows instructors to evaluate and understand how students learn and how they can respond to student needs.  By assessing students, instructors can adapt their teaching to help student learning be more efficient and more effective.  Improving teaching and assessment for adults assists students in meeting lifelong learning goals for greater opportunity, raising productivity, and improving individual well-being.
Curriculum Development Tools

There are various curriculum development tools available to instructors for use in designing curriculum.  Collaborative Learning Inc. offers numerous tools and support for instructors to develop curriculum.  One of their most common tools is the StandardsScore, curriculum based assessment tool, which allows instructors to evaluate outcomes, gather standards-based assessment data, and share student performance across the school community. This tool allows instructors to see what works, what does not, and what needs further development for effective and successful curriculum development.

The Authentic Assessment Toolbox offers instructor support for matching a student’s performance against a set of criteria to determine the degree of student performance.  The Authentic Assessment Toolbox provides descriptors and examples of standards, tasks, rubrics, portfolios, and workshops.  


A rubric, or scoring scale, is typically used to measure student performance against a pre-determined set of criteria.  A rubric is a scoring guide for instructors and students to give students a transparent picture of the criteria on which their work will be judged.  In adult education, rubrics become a part of the whole teaching and learning experience where students are themselves involved in the assessment process.  Andrade (2001, Online) states, “rubrics empower students to become more focused and self-directed.  Authentic assessment, therefore, blurs the lines between teaching, learning, and assessment.”  Andrade also noted that research done by Marzano, Pickering, and McTighe (1993) indicate:
They believe that rubrics improve students' end products and therefore increase learning. When teachers evaluate papers or projects, they know implicitly what makes a good final product and why. When students receive rubrics beforehand, they understand how they will be evaluated and can prepare accordingly. Developing a grid and making it available as a tool for students' use will provide the scaffolding necessary to improve the quality of their work and increase their knowledge (p. 3).
Rubrics should also use descriptive language that is clear enough to distinguish among categories and use weight of a category that has an appropriate value that is clear and concise.
The following rubric provides an example of assessing student performance:
Grading Rubric for Oral Progress Report
	Criteria for Grading
	Excellent

(5 points)
	Good

(4 points)
	Adequate

(3 points)
	Flawed

(2points)
	Poor

(0 points)

	Overall Organization
	Presentation shows a logical order, includes purpose statement, intro, discussion of past work, work remaining, and problems encountered. Conclusion gives helpful and accurate info about finishing the project.
	Same as excellent, but presentation does not contain a clear forecasting statement in the intro or conclusion is lacking information about finishing project. 
	Presentation uses a logical structure but fails to surface it verbally.
	Organization deviates from the guidelines in the assignment and textbook.
	Presentation is missing two or more required sections of the progress report.

	Diction and Vocabulary
	Language balances the need for accuracy, formality, and friendliness. Word choice is appropriately professional and formal.
	Language is generally appropriately used; drops into slang or jargon in one place.
	Language is generally appropriately used; drops into slang or jargon in several places. 
	Language is too informal or formal for the audience and situation..
	Presentation misuses words and uses a negative tone

	Length of Presentation
	Presentation is 7-10 minutes in length. Presentation time is allotted well; corresponding to the chart on p. 430
	Same as excellent, but one section seems slightly under or overemphasized in terms of time.
	More than one section seems slightly under or overemphasized in terms of time.
	Presentation is greater than ten minutes in length; the speaker rambles on and on.
	Presentation is shorter than seven minutes.

	Delivery Fluency
	Speaker is clear and correct in volume. Avoided excessive verbal tics, like “ums” and “you know.”
	Same as excellent, but an occasional verbal tic creeps in.
	Verbal tics or usage is distracting; in one place, the presentation style is distracting in a minor way.
	Verbal tics or usage is distracting; in one place, the presentation style is distracting in a major way.
	Style is unprofessional generally.

	Vocal Quality
	The presentation is relaxed and natural; speech does not sound read from a script word-for-word. Speech sounds practiced, but not memorized. Appropriate speech and tone used.
	Same as excellent, but speech could be more natural or friendly in tone.  Delivery could use more vocal variation.
	In one area, the speaker speaks too fast or too slow.
	Speaker seems slightly unsure what to say next; presentation could have used more practice overall.
	Speech sounds like it is read from a script—lack of preparation makes the presentation difficult to follow..

	Total (25 points)
	
	
	
	
	


There are also other forms of assessments that can be used to assess student progress such as tests, quizzes, presentations, essays, journals, surveys, and in class discussions.  As Mueller (2011, Online) states, “we do not just want students to know the content of the disciplines when they graduate.  We, of course, want them to be able to use the acquired knowledge and skills in the real world.”  Mueller identified four steps for creating assessments:

Step 1: Identify the standards


Step 2: Select an authentic task

Step 3: Identify the criteria for the task


Step 4: Create the rubric

It is important for instructors to determine if students can apply what they have learned.  Knowledge cannot just be fed to students; it needs to be developed into individual meanings by using information that has been taught, experiences students have had, and information that has been gathered.  Assessment is an important aspect of curriculum so instructors can assess if students are able to demonstrate accurate meaning for what they have learned rather than just temporarily repeat the information.   
The literature clearly indicates that careful planning and implementation is a key element to teaching and learning at community colleges.  Because community college students are a very diverse group, careful planning and implementation of curriculum will ‘hook’ adult learners for the most effective outcome.
Chapter 3
Program Overview


The Customer Relations course is a required course for student cohort groups in the small engine mechanic program at Madison College.  This program is a one year, technical diploma program that requires two consecutive semesters of classes from 7:30am-2:30pm Monday thru Friday.  This program continues to be a waitlisted program with classes at full capacity with program students.  The program offers detailed instruction in the operation, maintenance and repair of engines and the equipment they power.  The Customer Relations course provides one of the core program outcomes of the program which is work ethics/employability:

1. Exhibit positive employee behaviors and skills such as reliability, punctuality, acceptable dress, and appearance.

2. Provide high quality technical and customer service through cost effective and accountable work performance.

3. Communicate effectively through active listening in oral, written, and electronic format with customers, coworkers, and supervisors.
4. Exhibit basic knowledge of business overviews, operations and marketing.

Curriculum Development Process

The curriculum development process at Madison College provides instructors with a format and guides for developing curriculum.  The following steps are required by faculty at Madison College to develop curriculum (Madison College, Online):

1. Submit curriculum development application guide.

2. Submit curriculum development completion guide.


3. Submit a syllabus using the Madison College syllabus template.

4.  Submit an outline of instruction using the Madison College outline of instruction 

    template.

To revise the Customer Relations course from a sixteen week format to an eight week format, the curriculum development application guide first asks for basic information such as name, title of the course, number of credit hours, and project completion date.  Next, it is required to provide the type of curriculum work such as new course creation, hybrid format, online format, or course revision.  

Instructor: Jessica Monge


Title of the course: Customer Relations


Number of credit hours: 2


Project completion date: May, 2012


Type of curriculum: Course revision


Number of curriculum hours: 20 (this revision will be non-funded)

Each of these categories has the number of hours associated with the curriculum development for which the instructor will be paid.  Even if the development work will be non-funded, instructors are still required to follow the same process.

The curriculum development guide also requires a description of the proposed course or course revision, the timeline for offering the course, departmental consideration of the proposal (only if the department requires it), course audience, flexible delivery formats (only if the course is offered hybrid or online), and any collaboration required for the course such as other centers, faculty, or programs (See Appendix I).

Description of course revision: The Customer Relations course will be revised from a sixteen week format to an eight week format.  Students will attend class twice a week for two hours per class meeting, for eight weeks.  The content will include general customer service basics, group collaboration, market research, and writing a business plan specific to the mechanic industry.
Timeline:  The course revision will be completed by May, 2012 and will be taught 
starting in the fall 2012 semester.

Audience:  The students that will be taking this course are the engine mechanic students.
Collaboration:  There will be collaboration with the program director of the engine mechanic program at Madison College.  On the first day of the class, the program director will provide students an overview of the importance of customer service in today’s market.

Although this is the process at Madison College, each institution has its own guidelines for course revisions.  For the Customer Relations course, there is no requirement to submit a course revision proposal, however it is helpful to review the process when revising curriculum to organize the information and format.

The curriculum development completion guide is used to support course developers through the requirements of the course documentation process.  The form is intended to guide the development of the minimum requirements for a completed curriculum project.  This form requires the following to be completed (See Appendix I):


1. Outline of instruction

2. Course syllabus (which includes the key elements of the Madison College syllabus  

    template).

3. Suggested requirements from the learning center such as sample learning activities, 

    assessments, lesson plans).

4. Verification of completion process with Dean or Associate Dean

The remaining two requirements for the curriculum development process at Madison College are the course syllabus and the outline of instruction.  The course syllabus provides students with instructor and class information, program outcomes, policies, resources, grading scale, and the course schedule.  The template used at Madison College gives both instructors and students a comprehensive guide through the course and is a key element for students to be informed and organized throughout the course (See Appendix I).


The outline of instruction provides students, faculty, and administrators with detailed information about the course.  The outline of instruction allows instructors to identify course outcomes which give a big picture of the types of skills students should get from the course.  Instructors are asked to keep this in mind, “What should students be able to do when they finish your course?”  The outline also gives an indication of performance standards; how will students show they have achieved the desired skill (exams, presentations, attendance).   Learning objectives are identified in the outline of instructions (See Appendix I).
Funding Sources

Funding for curriculum development at Madison College can come from a variety of sources.  Each department has curriculum development money built into their budgets each year.  If that source of money is depleted through development projects, the Associate Vice President’s office has strategic curriculum development funds available, however the amount of those funds vary from year to year.  Additionally, there is Title VI money from the International Education department.  Again, that money varies from year to year depending on the financial resources available. 

Strategic curriculum development funds are available through a proposal and ranking process by a committee made up of faculty and one administrator.  This committee reviews the proposals and ranks them using the rubric system below to determine which curriculum development projects will be funded (Madison College, Online).  

Rubric for Assessing Curriculum Proposals
	Score
	Area

	 
	A&S Curriculum Priorities

	1
	Cursory explanation

	2
	Partially addresses one or more administrative priorities for curriculum projects

	3
	Clearly and completely addresses one or more administrative priorities for curriculum projects

	4
	The explanation about meeting one or more of the administrative priorities is Exemplary

	 
	Departmental Curriculum Plan

	1
	Unclear relationship to departmental plan

	2
	Partially illustrates how course fits into departmental curriculum plan

	3
	Illustrates completely how course fits into departmental curriculum plan

	4
	The explanation of how course fits into departmental curriculum plan is Exemplary

	 
	Course Competencies

	1
	Undeveloped description of course competencies

	2
	Partial list of course competencies

	3
	Clear and complete description of course competencies

	4
	The description of course competencies is Exemplary

	 
	Assessment

	1
	Incomplete assessment plan

	2
	Partial plan for formative and summative assessment of course competencies

	3
	Clear and complete plan for formative and summative assessment of course competencies

	4
	The plan for formative and summative assessment of course competencies is Exemplary

	 
	Learner Success

	1
	Vague description

	2
	Partial description of strategies, techniques, or processes that are likely to improve student success

	3
	Clear and complete description of strategies, techniques, or processes that are likely to improve student success

	4
	The description of strategies, techniques, or processes that are likely to improve student success is Exemplary


For curriculum development projects that do not request funding, it is up to the department to approve the proposed curriculum development.  

Curriculum development is important for community colleges to stay current in educational trends to provide students the necessary tools for entering the workforce or for transferring to four-year institutions.  Madison College recognizes this need and supports faculty in developing curriculum through the Center for Excellence in Teaching and Learning.  This center is the main support for faculty to get support services for curriculum development along with support for (Madison College, Online):

· Use of classroom assessment techniques (CATs).
· One-on-one consulting for grading policy development and rubrics.
· Assistance in the design of formative and summative assessment tools for classroom use.
· Training on classroom assessment of core abilities and program outcomes.
· Online resources via the Assessment and Curriculum Resources Blackboard site.
The center focuses on providing faculty with the tools and resources needed to make Madison College students and instructors successful and in and out of the classroom.
Chapter 4

Putting it Together

Overview of Course Format
The Customer Relations course was originally set up as a sixteen week course which met twice a week for fifty minutes each class period.  The course will be re-designed into an eight week format, meeting twice a week for one hour and fifty minutes each class period.   The eight week format will assist in keeping students focused and engaged in the course and the material covered.  This new format also fits better into the student’s program by covering material during longer class periods in a shorter time span.  These students are studying their core program classes at a faster pace in their one year technical degree program and re-designing the course into an eight week format fits in better with their other programming.  This format change is important because these students can finish the class in less time than a sixteen week format, which aligns better with their core program courses.
The goal in re-designing this course is to provide non-traditional students additional knowledge and skills they will need to enter the workforce after their year long program.  By giving them skills such as resume writing and business plan development along with their program content courses; these students will be more competitive in their industry.  

Course Goals and Outcomes


The goal of the course is to examine the general state of customer service in organizations for both internal and external customers.  Students will explore how businesses can enhance their competitive position by adopting and implementing a variety of service initiatives.  Topic areas include practicing necessary customer service skills such as communication, listening and conflict management.  Students will create professional cover letters and resumes.  A writing emphasis includes fundamentals of grammar, spelling, sentence structure and paragraph development.

Students will have the opportunity to learn the following skills in the course:

1) Understand the concept of customer service. 
2) Evaluate how the external environment affects service.
3) Assess the perceived value of customer satisfaction.
4) Analyze organizational culture as it relates to continuous improvement.
5) Develop a customer profile. 
6) Examine how employees are empowered.

7) Learn to create a motivating work environment.
8) Learn how to communicate with both internal and external customers. 
9) Utilize proper grammar, spelling, sentence structure and paragraph development. 

Course Layout


The class will be held for eight weeks, meeting twice a week for one hour and fifty minutes each class period.  The course is two credits and it is required for the program cohort students.  There are no pre-requisites for this course and a course text book will not be required, all course content will be provided by the instructor.
  Students must have a student email account through the college, as the college has implemented a policy requiring formal communication be conducted through email.  The class will also include use of Blackboard, which requires access to high-speed internet and frequent computer use.


It is the responsibility of each student in the class to:

1) Take responsibility for their learning.

2) Be prepared for class and be an enthusiastic participant during class.

3) Treat others with tolerance and respect.

4) Act responsibly and reliably in group work.

5) Set high standards for individual work.

A syllabus will be provided to every student with clearly stated responsibilities, time lines, contact information, course schedule, resources, and grading policies.  Changes to the syllabus will be based on the timeline of the class, feedback from learners and/or logistical issues.  All students will be issued an updated syllabus as soon as changes are made (See Appendix II).

The first assignment students are given is an Introductory Essay that serves as a diagnostic tool for their writing skills and also helps get to know their interests and career goals right at the beginning of the course (See Appendix III).  


The first unit is on customer service which includes a PowerPoint lecture for the unit, which is used over a couple of class periods.  This unit also incorporates a guest speaker to conduct a lesson on reflective listening and which also includes an "Everybody Loves Raymond" video on active/reflective listening.  In addition, students are provided with some customer service scenarios to read and discuss including what was positive and what was negative about the customer service in the examples.  Students are also given scenarios to role-play service recovery, dealing with angry, talkative and indecisive customers.  There is a group in-class activity focusing on customer loyalty and retention.  At the end of the unit, students watch a video that portrays elements of good customer service that hasn’t been changed since the 1980’s.  Additionally, the end of the unit incorporates a customer services quiz to further assess student knowledge of the unit (See Appendix IV).


The next unit covered in the course is cover letter and resume writing.  By incorporating this unit into the class, students can have both completed to assist them in securing employment once they graduate.  They are also given examples of the consequences of poorly written cover letters and how important it is to stand out among others applying for the same position.  With this unit, there is also a guest speaker from the college’s Career and Employment Center who discusses the center’s resources.  The speaker gives students resources on writing resumes and cover letters along with information on interviewing tips.  In this unit, there is a PowerPoint to discuss the content and various examples of cover letters and resumes to assist students in writing their own letters and resumes.  The PowerPoint also includes a grading rubric for students to see how they will be graded on the unit.  The unit also incorporates an in-class activity that allows students to tailor their resume to a job posting they are interested in applying for (See Appendix V).

The final unit of the course is working in groups to research, write, and present a business plan.  This unit teaches students how to do basic market research of competitors and clients.  The students learn:

· what factors are involved and what steps to take when comparing their business to their competitors to gain a competitive edge.

· how to determine who their customers are or will be and where to find them and how to market to them.
-
how their business will fill a need in their industry.
· how to provide a description of their business and the importance of it to their industry.
By working in groups, these students will also learn the importance of team work and how internal customer service is just as important as external customer service.  The project will culminate in a group presentation to give students experience speaking in front of a group.  The unit starts with a PowerPoint presentation, a case study of someone who started their own small engine repair business and the importance of his story.  It also includes a sample business plan outline for the groups to follow and the grading rubric for the final presentation (See Appendix VI).

Conclusion


The purpose of this capstone project was to re-design a course that is currently taught at Madison College for students from the machinist program.  The Customer Relations course is required for program completion in order for students to graduate with their technical diploma.    It is also the only class that is more formal in nature and not an applied skill class for the technical program.  The rest of this cohort’s curriculum is practical, hands-on work in the mechanic shop; therefore, traditional classroom environments are a challenging atmosphere for these students because they are hands-on learners.  These groups of students are also non-traditional ranging in age from eighteen to fifty years old further making classroom environments challenging.  

Past cohorts have indicated the class felt long and drawn out over sixteen weeks, and they also felt sitting in a classroom rather than working hands-on in their mechanic shop was a more difficult learning environment for their visual style of learning.  After reviewing student feedback and considering their suggestions of an eight week class, it seemed advantageous to provide a format that will be engaging and beneficial to their academic needs.  Student needs are being met through these developed learning objectives, activities, assignments, and grading rubrics.  This project has also provided the opportunity for other part-time faculty members who teach this subject to use this course shell and incorporate it into their own classrooms for greater student and faculty outcomes.  Improving education starts in the classroom, and my goal with this curriculum revision project was to address student needs based on their feedback in order to give them a better educational experience and greater opportunities.  I look forward to teaching this course in the new eight week format that will provide students with engaging, meaningful and applicable content related to their profession and the changing work force.  
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Appendix I
Curriculum revision templates
Note:  Please verify with your center if there are additional requirements beyond what is listed on this guide.

Curriculum Development Application Guide 

2010-2011

	Faculty Member(s)
	

	Date of Proposal
	

	Program/Department/Instructional Area
	

	Title of Course
	

	Course Number
	

	Credit Hours
	

	Project Completion Date
	

	Curriculum work and hours requested (If more than one faculty member is working on this project please indicate hours for each faculty member. Curriculum hours are usually awarded according to the rates listed below.)

Check box indicating type of curriculum work:          List faculty member(s) and corresponding hours requested: 

□ New course creation – 25 hours/credit           ______________________________________________________________

□ Major course revision – 10 hours/credit           _____________________________________________________________

□  Hybrid version of existing course – 10 hrs/cr   _____________________________________________________________

□ Online version of existing course – 10 hrs/cr   ______________________________________________________________

□ New online course creation – 30 hrs/cr          _______________________________________________________________

□ Nonfunded request                                         _______________________________________________________________



Description of Proposed Course or Revision

[image: image30.emf]If your department uses a specific curriculum proposal form, please attach it to this document.  If not, please provide the following information in the box below:  If you are proposing a new course, indicate briefly its content and desirability.  If you are revising an existing course, explain the need for the revision. What is the content of your new course, or how will your revision change content and/or delivery of the course?  If revision, what percentage of the course will be revised?  

Timeline for Offering the Course
Course will be offered initially during the ____________ semester of the _________ academic year. 
Faculty member who will teach the course the first semester offered: ______________________________

	If the course will not be offered within one academic year, please explain the reason(s) surrounding the timing:




Departmental Consideration of Proposal

	Department
	

	If applicable, account of departmental deliberations and relationship of the proposal to department’s curriculum plan:

	Departmental approval?  
Yes _______
No ______


Content / Audience

	How does this course or revision fit within the vertical sequence of your department’s curriculum? (Does this fill a gap in your curriculum sequence?)

Or how does this course provide another option to the department’s course selections?

	How is this course likely to attract an audience (other than an online audience) new to Madison College or to encourage current students to take an additional course?




Other Course Considerations

	Is this new course or revision mandated (e.g. necessary due to state-level decisions to align curriculum, accreditation requirements, new program development, etc.)? Please explain. 




Flexible delivery formats

If this course will be delivered as an online or hybrid course the first time it is offered, please be sure to answers the below questions as precisely as possible.

	Will this course be delivered as an online or hybrid course the first time it is offered?  If so, what makes this course suitable for delivery as an online or hybrid course?    



	If this course will be delivered as an online or hybrid course the first time it is offered, please describe your previous experience and training with online/hybrid courses and/or your plans for training.



	Please describe the structure of this new online/hybrid course. How many weeks and hours per week will this class meet in person? How much time can the students expect to spend online?



	Please describe the nature and purpose of the online activities, providing specific examples.  Describe assessment activities – both formative and summative.




Collaboration

	Does this project use a collaborative approach to curriculum, such as projects that involve different learning centers, different programs, and/or full- and part-time faculty?  Please explain.




Lead teacher ___________________________________________
Date _________________

Associate Dean _________________________________________
Date _________________

Additional supporting signatures (Add lines as necessary.) 

________________________________________________  

Date ____________________

________________________________________________  

Date ____________________

Note:  Please verify with your center if there are additional requirements beyond what is listed on this guide.

	Faculty Member(s)
	

	Date of Proposal
	

	Program/Department/Instructional Area
	

	Title of Course
	

	Course Number
	

	Credit Hours
	

	Project Completion Date
	

	Curriculum work and hours requested (If more than one faculty member is working on this project please indicate hours for each faculty member. Curriculum hours are usually awarded according to the rates listed below.) Check box indicating type of curriculum work:          List faculty member(s) and corresponding hours requested: 
□ New course creation – 25 hours/credit           _____________________________________________________________________

□ Major course revision – 10 hours/credit           ____________________________________________________________________

□  Hybrid version of existing course – 10 hrs/cr   ___________________________________________________________________     

□ Online version of existing course – 10 hrs/cr   ____________________________________________________________________

□ New online course creation – 30 hrs/cr          ______________________________________________________________________

□ Nonfunded request                                         


Curriculum Development Completion Guide 

2010-2011
Note:  This document is intended to guide instructors, course developers, content experts, and administrators through the requirements of the course documentation process.   Its use is intended to guide the development of the minimum requirements for a completed curriculum project, which include the following:

Outline of Instruction, which includes:

· Current Course Information (title, number, official description, format, textbooks, prerequisites, supplies, etc.)

· Competencies/Course Outcomes

· Learning Objectives (linked to competencies)

· Performance Standards (linked to competencies)

· Core Abilities (linked to competencies and as designated in LOAD)

· Program Outcomes (linked to competencies and as designated in LOAD)

· Document is in WIDS (.crs) or Word (.doc) format

Course syllabus*, which includes key elements (according to the MATC syllabus template), such as: 

Current course information (title, number, official description, format, textbooks, prerequisites, supplies, etc.)

· Detailed grading policy and scale

· Program/course outcomes and core abilities

· Relevant course information, including a recommended textbook.  

· ADA statement, Course Policies, and links to Student Rights and Responsibilities

· Attendance policy (if applicable)

· Course Schedule/Timeline

*A syllabus template is available.  Contact Tina Rettler-Pagel or Mary Vlisides or download it from the Madison College website.
Suggested Requirements as determined by Learning Center, Department, or Program (Check with Associate Dean on these expectations)

Examples include:


· Sample Learning Activities

· Online course shells

· Assessments

· Lesson Plans

Timesheets (note that timesheets must be received by June 15th for payment to be processed)[image: image31.jpg]



Process Steps to be completed:
1. Verify with Dean or Associate Dean to outline project process and completion expectations.

	Date:
	
	Dean’s/Assoc. Dean’s Signature


2. Meet with CETL Curriculum and Assessment consultant* to discuss curriculum, assessment, and support needs.  Contact Tina Rettler-Pagel rettler@matcmadison.edu or Mary Vlisides mvlisides@matcmadison.edu to set up.  
 ___________ (Consultant’s Initials) ____/___/___ (date) 

*Note that in some centers, this is an optional requirement.  Please verify with your Associate Dean on this step.
3. No later than June 15th, 2011:  Final Curriculum Project Due to the Associate Dean.  The following elements, listed in RED, are required for final completion of curriculum projects:
_____ ( Approved Curriculum Development Proposal
_____ ( Outline of Instruction, which includes:

· Current Course Information (title, number, official PeopleSoft description, format, textbooks, prerequisites, supplies, etc.)

· Competencies/Course Outcomes

· Learning Objectives (linked to competencies)

· Performance Standards (linked to competencies)

· Core Abilities (linked to competencies and as designated in LOAD)

· Program Outcomes (linked to competencies and as designated in LOAD)

· Document is in WIDS (.crs) or Word (.doc) format

_____ ( Course syllabus, which includes: 

· Current course information (title, number, official PeopleSoft description, format, textbooks, prerequisites, supplies, etc.)

· Detailed grading policy and scale

· Program/course outcomes and core abilities

· Relevant course information, including a recommended textbook.  

· ADA statement, Course Policies, and links to Student Rights and Responsibilities

· Attendance policy (if applicable)

· Course Schedule/Timeline

*A syllabus template is available.  Please contact Mary Vlisides or Tina Rettler or download it from the Madison College website.
_____ ( Suggested Requirements as determined by Learning Center, Department, or Program (Check with Associate Dean)

_____ ( Timesheets (note that timesheets must be received by June 15th for payment to be processed)

Note:  Please forward any curriculum documents to Tina Rettler-Pagel, rettler@matcmadison.edu.

The Dean or Associate Dean and faculty will collaboratively resolve questions regarding quality and/or completeness of the project.


Upon Completion of the Curriculum Work
This Section will be completed by Learning Center 

(Dean, Assoc. Dean, or Designee)

Curriculum Project Complete:  (Yes (No (provide suggestions, revisions, missing elements, etc. below)

Additional Comments:

	


Dean/Assoc. Dean/ or Designee: ______________________________       __________________________




Signature

 


Date

If Approved:

( Provide proposer/developer with a copy of this document, noting approval.

( Send required Curriculum documents as submitted to Tina Rettler-Pagel, Curriculum Consultant, at rettler@matcmadison.edu.


If Not Approved:

	Please provide reasons for not approving curriculum and necessary steps the writer can take to meet approval standards.  Return this form, with comments to writer/proposer.  Provide a timeline for making revisions.


<INSERT CLASS NAME> SYLLABUS
Catalog #<Insert Catalog #) & Class # <Insert Class Number>
<Insert Class Start and End Dates here>

Instructor Information

Instructor:

Office:

Telephone:  

Email:  

Office Hours:  
 
CLASS Information

Course Description:  This course provides the opportunity for the learner to develop the knowledge skills process and understanding of… Or use the appropriate course description as determined by the Learning Center. 

Credits: Official credit value as posted in timetable or PeopleSoft

Course Format: face to face, online, hybrid, web enhanced
Class Schedule: Days of the week and time the class meets or specifics of hybrid, online, ITV details
Location:   Campus location and Room number; list all if via ITV or VC (i.e. Portage Campus, Room 101)

Pre-requisites:  Should match the prerequisite for the course as posted in PeopleSoft.  Also include any prerequisite skills or knowledge expected.

Textbook: Should match the textbook on file for the course as posted in PeopleSoft
Supplies:  To include any supplies required for the course.  State NONE if none are required.

Course Competencies: You have the opportunity to learn the following skills in this course: 
These should match those on the Outline of Instruction as the as posted online or listed in the Learning Center.

Program Outcomes are statements of specific knowledge, skills, and abilities that a program graduate should be able to demonstrate upon completion of a program at Madison Area Technical College. Each Madison College Program has a specific set of program outcomes that are taught and assessed in program courses.  Program Outcomes can be found on each program’s webpage. The following program outcomes are addressed in this course:  
These should match those assigned by the department or as defined in the LOAD database.  

Madison College Core Abilities are eight key life and success skills that contribute to the development of students as life-long learners on the job, at home, and in the community.  The Core Abilities are skills and abilities taught and assessed in classes, labs, and field experiences at Madison College.  For more information on Core Abilities, please visit http://matcmadison.edu/core-abilities.  This class addresses the following core abilities:  
These should match those assigned by the department or as defined in the LOAD database.  

RESPONSIBILITIES and Policies:
Student Responsibilities:  Students are expected to be familiar with Madison College policies and procedures. Many of the important policies and procedures are on the Madison College website, located at http://matcmadison.edu/student-rights-responsibilities.

Academic Integrity is an expectation in all Madison College classes.  Plagiarism, cheating and collusion are prohibited at Madison College.  Plagiarism is defined as passing of another person’s work as your own.  Students who fail to observe these standards are subject to disciplinary
action.  Madison College has a strong policy on Academic Misconduct which is published on the Madison College website.  Please refer to this page on the Madison College Website to review all Academic Integrity and Misconduct policies located at 

http://matcmadison.edu/academic-integrity.

Withdrawal Policy:  If a situation arises that prevents the successful completion of this course, please note that it is each student's responsibility to formally withdraw from this course.   
Attendance:  Madison College does not have an attendance requirement, however please insert any requirements you have of your students for attending class and any impact it may have on their opportunity to learn and/or grade.  
Class participation: Madison College does not have a participation requirement, however please insert any requirements and expectations you have of students regarding participating in class.  This includes classroom or online discussions, group work, project or other participation requirements that impact their opportunity to learn and/or grade. 

Submitting Work:  [Typically applies to online courses so that format is the same and file types need to be consistent, but this can also apply to face to face classes as well]   All work must be submitted as directed in Microsoft Word format, either as a .doc or .rtf file.  Please name your file in the following way, with the assignment name, your last name, and the course name.  For example, Research Paper 1_Smith_Accounting 101.  
Student e-Mail:   Madison College offers a student e-mail account for all students.  You are responsible for monitoring your student e-mail account.  Student e-mail can be accessed at: http://stu.matcmadison.edu/.

Use of Electronic Devices:  Include a statement on use of cell phones, iPods, and other electronic devices here.  

Other Policies:  This may be everything required, such as uniform or dress, safety requirements, etc.
Technical Assistance:  Student Computer Help Desk is located in the Truax Campus Library Room 230.  Student lab assistants are available in person, and by phone, (608) 243-4444; toll-free at (866) 277-4445; by email at http://matcmadison.edu/student-helpdesk to provide computer support to fellow students.  These services are available Monday - Thursday: 7:30 a.m. - 9:00 p.m., Friday: 7:30 a.m. - 4:30 p.m., and Saturday: 9:00 a.m. - 1:00 p.m.  In addition, students can call an after hours help desk until 10pm most days, by calling (608) 246-6666.

Disability Act Statement:  Madison College complies with all provisions of the Americans with Disabilities Act and makes reasonable accommodations upon request.  Please contact Disability Resources Services at 246-6716 (Students who are deaf via Relay 711), room 159 at Truax or email drs@matcmadison.edu
If you have an accommodation card from their office indicating that you have a disability which requires academic accommodations, please present it to me so we can discuss the accommodations that you might need in this class.  It is best to request these accommodations at the beginning if not before class so there is ample time to make the accommodations.

Class Cancellation:  Besides local radio stations and the Madison College website, students can call the hotline to inquire about weather related school closings.  (608) 246-6606.  
Learner Responsibilities: As a student in this class, I expect you to:

· take responsibility for your own learning.  

· be prepared for class and be an enthusiastic participant during class

· treat others with tolerance and respect

· act responsibly and reliably in group work

· set high standards for your work
Instructor Responsibilities:  As your instructor, I commit to communicating openly and frequently with you about this class.  I will maintain a professional, safe learning environment adhering to the policies of the college.  You can expect a reply to communication, be it via e-mail, through online discussions, voicemail or in person, within 24-48 business hours.
Blackboard: [If using in your course]  A Blackboard course site has been created for this class.  You can access this course by logging in to the following page:  http://blackboard.matcmadison.edu/
· Madison College Blackboard Student Support information: http://matcmadison.edu/blackboard-help.

· Consult your instructor for support with Blackboard problems

· Computer difficulties are not a long-term excuse for non-participation. If you experience problems with your computer, call the computer help desk at (608) 243-4444 or toll-free at (866) 277-4445. They can talk you through fixing many, many problems.

· Blackboard Outages: Madison College does its best to keep our Blackboard classroom up and running. However, despite our best efforts, our virtual classroom may go down unexpectedly. If you cannot access our classroom, here is what you should do: 
· Phone the student help desk: (608) 243-4444; toll-free at (866) 277-4445. They can often resolve your problem over the phone. 

Other Resources:  

· Peer to Peer Tutoring Services at Madison College: http://matcmadison.edu/tutoring
· Counseling Services at Madison College: 608-246-6076, http://matcmadison.edu/counseling.
· Career Resources at Madison College:  (608) 246-640, http://matcmadison.edu/sdc
· Student Writing Center Assistance: (608)243-4289, http://matcmadison.edu/plus/writing-center
· List any specific resources required from the Library here
· [Online Courses] Include a statement about proctored testing guidelines or requirements if you require students to use a proctor.
Syllabus Changes:  As your instructor, I retain the right to make changes based on the timeline of the class, feedback from learners and/or logistical issues and will inform you as soon as a change is made.
Grading Policy:  The grading policy should address a minimum of the following: Consequence of late work, make-up work ((Is it allowed?), consequence of make-up work on grade, extra credit, requirements for the discussion board in an online course, etc.

	Assignments and Assessments
	Point Per Activity or Percentage
	# of Activities
	Total  Points Possible/Percentage

	
	
	
	

	
	
	
	

	
	
	
	

	Total Points/Percentage Possible
	


Grading Scale:  This should be a scale of points possible and/or weighting of points that equate to a grade and what is acceptable for successful completion of the class.  Here is an example (Please update with your information):



	Grade 
	% Attained 
	Points Attained

	A
	93-100
	

	AB
	89-92
	

	B
	84-88
	

	BC
	80-83
	

	C
	76-79
	

	D
	70-75
	

	F
	69-below
	


Course Calendar:  This should include a chronological list by date of assignments, assessments and other activities required for successful completion of this class.  
	Date
	Topic/Competency
	Readings or Preparatory work
	Assignments Due, tests, etc. or Important Notes

	
	
	
	

	
	
	
	


(Place your course title here)
Outline of Instruction

Madison Area Technical College

Note:  Some of these boxes may not apply to your course.  

	Course Title
	
	

	Course Number (the 8-digit official number)
	
	XX-XXX-XXX

	Credits
	
	

	Developer(s)
	
	

	Development Date
	
	

	Revised by
	
	Skip if new outline.

	Revision Date
	
	Skip if new outline.

	Instructional Level
	
	Choose One:  Adult Basic Education, Associates Degree, College Transfer, College Parallel, Certificate, Apprentice, Technical Diploma, or Other

	Instructional Area
	
	

	Division
	
	

	Department
	
	

	Types of Instruction or Delivery Format
	
	Choose One:  Face to Face, Accelerated, Hybrid, Online, Compressed, or Other

	Target Population
	
	

	Prerequisites
	
	

	Course Description
	
	Please Note:  This is typically entered via the Learning Centers into PeopleSoft.  The Outlines of Instruction, placed on the Madison College website will pull these from there.  If your description differs from the “official” description denoted in PeopleSoft, it will not show up on the Outline, unless you formally change it with your Learning Center/Program/Department Administrative Assistant.

	Course Goals
	
	If other than Course Outcomes/Competencies.  This is a general statement about what you hope the course will do for the student.

	Resources/Textbooks (be sure to include editions)
	
	

	Supplies Needed or Required
	
	

	Core Abilities addressed in this course (check LOAD if you do not know)
	
	

	Program Outcomes addressed in this course (applicable to program courses)
	
	

	External Standards (applicable to program courses)
	
	


	 Supply information for each competency and its related performance standards and learning objectives.  Feel free to add or delete competency boxes and related components as needed.  Competencies usually number between 2-5 per credit.  Add more competencies, performance standards, and learning objective boxes as needed.

	Competency/Course Outcome (big picture skill you want students to leave your class with)  Asks the question, “What should students be able to DO when they are finished with your course?”
	
	

	Performance Standards: (Conditions and Criteria):  

How will learners show they have achieved the big skill? What products, processes, and conditions are required or will you use (written exam, oral presentation, class attendance, etc)? 

What is the criteria you will use to assess the competency?
	
	The learner will demonstrate competence by (Condition):

Performance will be successful when (Criteria):

· 

	Learning Objectives (supporting skills for course competencies or outcomes) Note:  Optional for Official Madison College Documentation.
	
	· 


Appendix II
Syllabus

Customer Relations 
T/TH 12:30-2:20
Oct 19 – Dec 9


Instructor Information
Instructor: Jessica Monge
Office: 245C
Telephone:  608-246-6043
Email:  jmonge@matcmadison.edu
Office Hours:  By Appointment 

CLASS Information
Course Description:  

This course examines the general state of customer service in organizations for both internal and external customers.  Students will explore how businesses can enhance their competitive position by adopting and implementing a variety of service initiatives.  Topic areas include practicing necessary customer service skills, such as communication, listening and conflict management.  Students will create professional cover letters and resumes.  Writing emphasis includes fundamentals of grammar, spelling, sentence structure, and paragraph development.
Credits: 2
Location:  Truax, Rm 276
Pre-requisites: None, although an open mind and willingness to participate in class are essential.
Textbook: None, all course content will be provided to students.
Resources:  You must have a Madison College email account, with a network ID and password.  This class includes use of Blackboard which requires access to high-speed internet and frequent computer use.

Course Competencies 

You have the opportunity to learn the following skills in this course: 
1. Understand the concept of customer service. 

2. Evaluate how the external environment affects service.

3. Assess the perceived value of customer satisfaction.

4. Analyze organizational culture as it relates to continuous improvement.

5. Develop a customer profile. 

6. Examine how employees are empowered.

7. Learn to create a motivating work environment.

8. Learn how to communicate with both internal and external customers. 

9. Utilize proper grammar, spelling, sentence structure and paragraph development. 

RESPONSIBILITIES and Policies

Student Responsibilities:  Students are expected to be familiar with Madison College policies and procedures. Many of the important policies and procedures are on the Madison College website, located at http://matcmadison.edu/student-rights-responsibilities.

Academic Integrity is an expectation in all Madison College classes.  Plagiarism, cheating and collusion are prohibited at Madison College.  Plagiarism is defined as passing of another person’s work as your own.  Students who fail to observe these standards are subject to disciplinary action.  Madison College has a strong policy on Academic Misconduct which is published on the Madison College website.  Please refer to this page on the Madison College Website to review all Academic Integrity and Misconduct policies located at 

http://matcmadison.edu/academic-integrity.

Students in class have a right to a conducive learning environment, therefore, classroom disruptions will not be allowed.  Please review the Classroom Disruption policy on the Madison College web site at http://matcmadison.edu/classroom-disruptions.  If you are disruptive you will be warned and the next time it occurs you will be asked to leave the classroom and not return until we have had a meeting about the issue where we discuss the behavior as well as future expectations.  If the behavior continues you will be removed from class.

Withdrawal Policy:  If a situation arises that prevents you from completing this course please note that it is each student's responsibility to formally withdraw from this course.   
Attendance: Students are expected to attend each scheduled class.  In-class assessments will be given at most class sessions (usually at the end of class) that will be worth 10 points each.  If you miss the assessment you cannot make it up.
Class participation: This class will utilize many class discussions and activities therefore, participation is essential to mastering the material.

Submitting Work:   All work must be submitted on the due date.  You have access to computers and printers in labs and the library, therefore no handwritten homework assignments will be accepted.  Since learning the value of completing tasks on time is important at work and in life, in this class no late work will be accepted.   In addition, there are very few assignments collected, therefore few deadlines.  If you do not submit your work prior to or by the deadline it will not be accepted and you will receive 0 points.  You will be able to do extra work for bonus points like web site critiques.  If an emergency occurs that prohibits you from getting your work in on time please discuss this matter with your instructor directly.

Student E-Mail:   Madison College offers a student e-mail account for all students.  You are responsible for monitoring your student e-mail account as this is the College’s official form of communication with students.  

You are expected to check your email at least once a week for instructor correspondence.

Technical Assistance:  Student Computer Help Desk is located in the Truax Campus Library Room 230.  Student lab assistants are available in person, and by phone, (608) 243-4444; toll-free at (866) 277-4445; by email at http://matcmadison.edu/student-helpdesk to provide computer support to fellow students.  These services are available Monday - Thursday: 7:30 a.m. - 9:00 p.m., Friday: 7:30 a.m. - 4:30 p.m., and Saturday: 9:00 a.m. - 1:00 p.m.  In addition, students can call an after hours help desk until 10pm most days, by calling (608) 246-6666.

Disability Act Statement:  Madison College complies with all provisions of the Americans with Disabilities Act and makes reasonable accommodations upon request.  Please contact Disability Resources Services at 246-6716 (Students who are deaf via Relay 711), room 159 at Truax or email drs@matcmadison.edu
If you have an accommodation card from their office indicating that you have a disability which requires academic accommodations, please present it to me so we can discuss the accommodations that you might need in this class.  It is best to request these accommodations at the beginning if not before class so there is ample time to make the accommodations.

Class Cancellation:  Besides local radio stations and the Madison College website, students can call the hotline to inquire about weather related school closings (608) 246-6606.  If I am unable to attend class unexpectedly and I have adequate time, I will e-mail you that class is cancelled.  I will also have our office staff post a note in the classroom for you.

Learner Responsibilities: As a student in this class, I expect you to:
· Take responsibility for your own learning.  

· Be prepared for class and be an enthusiastic participant during class.

· Treat others with tolerance and respect.

· Act responsibly and reliably in group work.

· Set high standards for your work.

Other Resources:  

1. Peer to Peer Tutoring Services at Madison College: http://matcmadison.edu/get-tutor
2. Counseling Services at Madison College:  608-246-6076

3. Advising and Career Resources at Madison College: 608-243-4271; advisingandcareerresources@matcmadison.edu
4. Student Writing Center Assistance: http://matcmadison.edu/writing-center
Instructor Responsibilities:  As your instructor, I commit to communicating openly and frequently with you about this class.  I will maintain a professional, safe learning environment adhering to the policies of the college.  

Syllabus Changes:  As your instructor, I retain the right to make changes to the syllabus based on the timeline of the class, feedback from learners and/or logistical issues and will inform you as soon as a change is made.

Grading Policy:   

	Assignments and Assessments
	Points
	Total Points 

	In-class assessments
	10 
	100

	Group presentation
	80
	80

	Group Business Plan
	50
	50

	Resume
	60
	60

	Cover letter
	60
	60

	TOTAL POINTS
	
	350


Grading Scale:  



	Grade 
	% Attained 

	A
	90-100

	AB
	88-89

	B
	80-87

	BC
	78-79

	C
	70-77

	D
	60-69

	F
	Below 60


Course Calendar:    

	Fall 10
	Dates
	Topics/Homework

	Week 1
	Tuesday,     October 19


	Introductions 

Careercruising website (username: matc, password: truaxdec)

Syllabus Review

MATC E-Mail & Blackboard site Overview

Homework: E-mail to Jessica introductory essay – Due before class on 10/21

	Week 1
	Thursday,    October 21
	Customer Service 

	Week 2
	Tuesday,     October 26
	Customer Service

Homework: Find a job posting that you would be interested in applying for – Print off the ad, position description, etc and bring to class on 11/2

	Week 2
	Thursday,   October 28 
	Customer Service

Reflective Listening Activity – J. Thomas

Practice Workplace skills

Homework: Practice reflective listening at home

	Week 3
	Tuesday, November 2
	Be prepared to report out on your reflective listening assignment 
Bring job posting to class today 

Job Search Orientation (wisc careers web site)

Practice writing resume & cover letter in class

*Part of class session may be in computer lab

	Week 3
	Thursday, November 4
	Work on writing resume & cover letter in class

*Entire class session will be in computer lab

	Week 4
	Tuesday, November 9
	Workplace writing & editing in class

Letter of Apology due at the end of class (in class writing activity that will serve as in class assessment for today)

*Part of class session may be in computer lab

Guidelines for web site critiques will be on Blackboard by today

	Week 4
	Thursday, November 11
	Entrepreneur

Business marketing & customer service plan Overview

(Identify groups)

	Week 5
	Tuesday, November 16
	Business marketing & customer service plan work time (group project)

	Week 5
	Thursday, November 18
	Business marketing & customer service plan work time (group project)

Sign up for Individual conference on 12/7 in class

	Week 6
	Tuesday, November 23  (Optional)
	Open Computer Lab 

	Week 6
	Thursday, November 25
	No class - Thanksgiving

	Week 7
	Tuesday, November 30
	Group Presentations on business marketing & customer service plans

Cover letter, resume due (bring copy to class to turn in)

	Week 7
	Thursday, December 2
	Visit from Paul Michor, Manager from Hooper Corporation (How all this matters on the job or to get the job!)

	Week 8
	Tuesday, December 7
	Individual Conferences - Receive feedback on cover letter, resume and group presentation today

	Week 8
	Thursday, December 9
	Class assessment & lunch


Bonus Points: Submit a web site critique on the following web sites:


Careercruising.com (5 points)
Wisccareers.com (5 points)


The web site of a professional association/organization in your field (5 points)

Website critiques can be submitted between November 9th and December 9th; guidelines will be available on Blackboard by November 9th.

Appendix III

Introduction Essay

Introduction Essay - Due before class on Thursday, Oct. 21
The introductory essay that you e-mail Angela and Shawna should include:
   
 1. Where you currently work, what you do at work, and a little about yourself (family, interests,   hobbies, etc)

  
 2. Where you see yourself one year from now (career, family, etc)

    
 3. Where you see yourself five years from now (career, family, etc)

The essay needs to be e-mailed to me prior to the next class period (Thursday) to get 10 points (in-class assessment activity #1). 
Appendix IV
Customer service unit materials

Customer Relations PowerPoint
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In Class Activity Role Play- Scenario Series 1, Angry Customer
Scenario 1: Explain the scenario to the class and give the manager the information he needs or the role play

Angry Customer Role 

The customer brings his car in for service at your shop.  When the service is complete, the customer is back to pick up his repaired vehicle.  The service manager at the shop on duty at the time is processing payment for the customer’s repairs while the technician brings customer’s car around for him to take home.  When the customer goes out to his vehicle he realizes that there is a large scratch on the side of the car that was not there when he dropped off the car to be serviced.   The customer is upset and approaches you about the scratch.  

The customer is visibly upset when he enters the store because he wasn’t extremely happy with the overall service at the shop and now he has a large scratch in his car, which is his pride and joy.  The customer is supposed to leave town the next day and doesn’t have a car to use if he had to leave the vehicle for further repairs.  

Customer Service Manager Role 

· Provide service recovery

· Empathize with the customer in this situation

· Listen actively to the customer by allowing him to vent about the situation and provide him with positive nonverbal feedback while he is explaining the problem.  

Scenario 1 Questions for the class after the scenario is done 
Did the Manager provide service recovery in this situation?  What did he do?  What else could have he done to provide service recovery?  What other strategies did the manager use to diffuse the situation and reduce the tension?  What could he have done to further diffuse the situation?  Did he do anything that seemed to make the customer angrier?

Scenario 2: Explain the scenario to the class and give the manager the information he needs for the role play

Angry Customer Role 

The customer entered the store obviously very upset about something.  The customer approached  the store employee in a furious state and began to explain to the employee that he was dissatisfied with the service he was provided.  The customer was upset because he had brought his motorcycle in for repair earlier that week and after getting it home and riding it around the block he realized that it was still making a loud, rattling noise.  After realizing that the bike was still making noises, the customer called the shop to set up another time for him to bring the bike back in to the shop to have it fixed.  Today, one day before he was supposed to bring the bike in for service, a store employee left him a message asking him if they could reschedule his bike service appointment because they were down one service technician.  The customer is planning to leave for Sturgis this weekend and wanted the bike fixed before he left for the lengthy trip.   He is very upset with the service he is receiving.   

Customer Service Manager Role 

· Provide service recovery

· Apologize and accept responsibility

· Check in with the customer before he leaves to make sure he is ok with the solution

Scenario 2 Questions for the class after the scenario is done 
Did the Manager provide service recovery in this situation?  What did he do?  What else could have he done to provide service recovery?  What other strategies did the manager use to diffuse the situation and reduce the tension? What could he have done to further diffuse the situation? Did he do anything that seemed to make the customer angrier?

Scenario 3: Explain the scenario to the class and give the store owner the information he needs for the role play.

Angry Customer Role  

You are the store manager of a large power sports equipment store and a regular customer came to the store today to purchase an echo chainsaw.  He called ahead and was told that the shipment would be in today so he took some time away from work to come by the store to get the chainsaw he has been waiting for to come into stock.  When he arrived the store manager greeted him as usual and the customer asked where the chainsaws were since he didn’t see them on the shelf with the other chainsaws.  The manager went in the back room and discovered that the chainsaws had indeed come in the other day, but that they had already sold out over the weekend since this shop was the only one in town that carries them.   The customer is a very busy, business professional who knew what he wanted to buy and took time out of his overbooked schedule to visit the store, as you can imagine he is very upset.  

Store Owner Role 


· Move the customer away from the busy storefront to focus on what the customer is saying and minimize distractions

· Paraphrase the situation 

· Tell the customer what you can do for him!


· Listen actively to the customer by allowing him to vent about the situation and provide him with positive nonverbal feedback while he is explaining the problem.  

Scenario 3 Questions for the class after the scenario is done
Did the owner provide service recovery in this situation?  What did he do?  What else could he have done to provide service recovery?  What other strategies did the owner use to diffuse the situation and reduce the tension? What could he have done to further diffuse the situation?  Did he do anything that seemed to make the customer angrier?

In Class Activity Role Play- Scenario Series 2, Indecisive Customer
Indecisive Customer Role

A new customer to the shop is in the store and needs to either replace or repair his boat propeller, because he was out boating the previous weekend with his family and hit a rock in the lake’s shallow area.  He is viewing the selection of boat props with the damaged prop in his hands; he is uncertain whether to repair or replace it.  He has also been thinking about upgrading his prop, the prop he has is aluminum and he is considering upgrading to stainless steel.  

· Ask lots of questions, stall, test the manager’s patience, be indecisive

· Let the manager end the conversation – Don’t give in(
Customer Service Manager Role

You are a manager of a full-service repair and parts shop so you could either repair or replace the prop for this customer.  Knowing that this is an indecisive customer how are you going to strategize to communicate with him?  You don’t want to overload him with options, but you don’t want to tell him what to do either.  

Discuss the options of replacing and repairing the prop with the customer as well as the upgrade to the stainless steel prop.  Be prepared, often indecisive customers will take up a lot of your time and you need to use your communication skills to help the person make a decision in a timely manner.

· Be patient

· Ask open-ended questions to determine their needs.

· Listen actively

· Suggest other options

· Use close-ended questions to guide decision making

· END the conversation appropriately at some point (“From what you have told me about your situation I would recommend purchasing a new stainless steel prop, would you like me to wrap that up for you?”)

*Talkative customer scenario over the phone

Situation: You are working in the shop one day when a customer calls you, because he is thinking about buying his grandson a weedwacker for a house warming gift and he wants to discuss what his options are for weedwackers.  

Talkative Customer Role

Ask questions like what weedwackers they carry (i.e. rechargeable battery operated, 2 cycle engine operated, 4 cycle engine operated, and electrical ones that you plug in when in use them).  Ask about the different brands, prices, as well as the advantages and disadvantages of the weedwacker products and what the customer service manager recommends.  Between product questions bring up specifics about your grandson and his family and their new house, where they live, etc.  Remember you are a talkative person so you want to discuss things that are important to you and maybe not relevant to the situation.

Customer Service Manager Role

Your communication strategy should be tailored to help this talkative person in a timely manner.  

· Remain warm and cordial, but focused

· Recognize that typically this is a person with an expressive style and that his natural inclination is to connect with others.  

· Answer personal questions in a manner that doesn’t invite additional questions.  Follow answers to personal questions with business-related comments or questions in an attempt to get back on track with the customer.

· Ask open-ended questions to understand the customers’ needs, but use close-ended questions to control the conversation.

· End the conversation in a respectful manner in order to help other customers (Ex. I know you said you have a lot of shopping to do, so I won’t keep you any longer.  Thanks for coming in and please let me know if I can be of further assistance.)
In-Class Activity Customer Service Scenario - 1
John and Tara were working together at CJ’s Marina; there weren’t too many customers on this day so John and Tara had the radio tuned to their favorite station.  When a customer entered the store Tara quickly turned off the radio, while John approached the female customer with her two young children and welcomed her to the store.  John didn’t recognize the customer so he introduced himself and asked her what her name was; he proceeded to show her around the store and address all of her questions.  John informed Julie that she was making a good decision purchasing the 5 lb rope and shared that this particular rope always works best with boat anchors.  Julie Konkel, the customer, bought the rope she needed for her boat and thanked John before leaving the store.  

The following week Julie Konkel returned to the store and John happened to be working with Brad the day.  John recognized Julie from the previous week and when she entered the store he walked up to her and said, “Welcome back Ms. Konkel, did the rope work out for you?”  Julie shared that it did work for what she needed, but that she was back for something else.  Julie remembered where it was in the store so she was good to go.  John returned to the service desk to finish his conversation with Brad.  Brad asked John, “Who is she?  She’s hot.”  John punched him in the arm and returned to the back room to put a part away he found on the counter.  When Julie approached the service desk to pay for the item she was buying Brad handled the transaction.  Brad, smiled and asked Julie, “Did you find everything you needed today?”  Julie smiled and said, “Yes, thank you.”  Brad wrapped up her item and put it in a bag and said, “Thank you, have a nice day honey.”  Julie left the store and never returned to CJ’s Marina again.

What did John & Tara do correctly in this situation?

What did Brad do correctly?  What did Brad do incorrectly and what was the result? 
In-Class Activity Customer Service Scenario - 2

A female customer walks into the store where they sell and repair small engine products.  Jim, the store employee doesn’t recognize the customer.  Jim is on the phone with another shop in town talking about a part he needs to repair another customer’s snowmobile.  Jim looks up from the phone and tips his head and smiles at the customer to acknowledge her presence in the shop.  Jim finishes his conversation with the supplier and hangs up the phone quickly.  Jim puts away his paperwork and says to the customer, “Hi, can I help you with anything?”  The customer says she is just looking around and continues to walk around the store.  Jim turns his attention to another project when another customer enters the store.  Jim recognizes Pat, Pat frequents the store regularly because he is an avid motorcyclist.  Jim walks up to Pat and shakes his hand and welcomes him back to the store. They briefly catch up on how the family is and Pat’s most recent fishing trip in Canada.  During this conversation Jim doesn’t realize that the female customer exits the store.  Jim walks Pat over to the area in the store with the new motorcycle novelty items and talks to him about the products.  Suddenly, the phone rings and Jim tells Pat to feel free to look around and that he will be back after he gets the phone call.  Jim takes the phone call and realizes it is another employee (Bill) calling to let Jim know about a part in the back room he (Bill) forgot to put away before leaving.  Jim wanted to finish the conversation he started earlier with Bill.  Earlier that day Jim and Bill had heard a debate on the radio in the shop about the pros and cons of President Obama’s health care reform plan.  Jim joked with Bill on the phone that if he gets fired because he doesn’t put parts where they are supposed to not to worry because he,  Jim, will be working to pay for his healthcare benefits.  He goes on to remark what a stupid idea it is for his healthcare plan to be limited in order for everyone to have access to healthcare.   While Jim was on the phone he realized someone else entered the store and he told Bill to hold for a second.  Jim put the phone down, smiled at the elderly woman and “Hi, have you been here before? “  The woman responded, “No, I haven’t,” and in response Jim said, “Welcome then and let me know if you need any assistance with our products.”  Jim went back to his phone call with Bill for another minute to wrap up their conversation.  Jim ended the conversation on the phone when Pat approached the register ready to pay for the new helmet he had selected to purchase.  

What did Jim do well?

What did Jim fail to do to better serve the customers that came into the store?
In-Class Activity Customer Loyalty

Group Names: _____________________________________________________________________

Brainstorm a list of factors you believe contribute to customer loyalty.

1.  What are some techniques that make a customer feel that he or she is number 1?

2.  What are some strategies that can be used to show customers that their business is valued?

3.  What are some other strategies you could use to encourage customers to return to your shop?
Customer Service Quiz
1. What is the difference between an open ended and a close ended question?
2. Name 4 types of customers.

3. Identify 2 of the 4 steps to diffusing a situation.

4. What are the causes of listening breakdowns:

a. Other people are talking

b. Phones are ringing

c. There is a desk between you and the customer

d. All of the above

5. Define nonverbal communication.

6. T/F   You should interrupt your client in order to listen actively?

7. What are the 3 tools you can use to assess service culture?

8. Define service recovery.

9. T/F   Getting feedback from customers promotes a good service culture?

10. Define internal and external customers and explain the importance of each.

Appendix V
Cover letter and resume unit

Cover Letter PowerPoint
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Resume PowerPoint
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Sample Cover Letter 
Saturday, October 31, 2011

Jessica Monge

3550 Anderson St., Room 245C

Madison, WI 53704

Sears Corporation

3453 Lindrud Dr.

Madison, WI 53714

To Whom It May Concern:

I was visiting your store the other day and noticed that you are seeking a small engine technician to join your team.  I believe that my skills and experience in the field of small engine repair would lend me to be an asset to your company as a small engine technician. I will be graduating from the Motorcycle, Marine, and Outdoor Power Product program at Madison Area Technical College in May, 2009.  My experience and educational preparation with regard to maintaining outdoor power equipment and engine diagnosis would serve me well as a small engine technician with Sears Corporation.  

I have worked for several different types of organizations in this industry and have experience working within both small shop and large corporation environments.  I have knowledge and skills that are essential in both welding, and engineering roles.  Because of my experience I can provide leadership on day-to-day operations in the area of production, sales, and distribution.  I strive to be a reliable, enthusiastic member of any team and I believe in the power or producing a quality product and providing excellent service to internal and external customers.  I have a strong work ethic and technical proficiency in this field, because of my training and experience.  

I have included a resume, which outlines my education and experience for your review.  I will call you in a week to discuss this opportunity further, please feel free to contact me at 608-246-6043 for any additional information or to schedule a meeting where we can further discuss my qualifications for this position.  Thank you for your time and consideration.  

Sincerely,

Jessica Monge

Sample Resume
Jessica Monge
3550 Anderson St., Room 245C






608-246-6043
Madison, WI 53704






     jmonge@matcmadison.edu

Objective: To obtain position with your organization as a small engine technician and utilize my skills, knowledge and abilities repairing and maintaining small engines for boats and other marine products.
Education:


OPE Certified Technician, Motorcycle, Marine, and Outdoor Power Products 


Madison Area Technical College, Madison, WI

Anticipated Graduation; May, 2012
Welding Certificate

Madison Area Technical College, Madison, WI

May 2008

Course Information/Educational Training:

· Metal Processes 1 & 2







· Customer Relations

· Basic Two and Four Cycle Engines

· Engine Rebuilding

· Electrical and Hydraulic Systems

· Power Transmissions and Motorcycle, Marine and Outdoor Power Products

· Business Organization & Management

Work Experience:

Customer Service & Sales Representative
The Shoe Box; Black Earth, WI



     

March 2007 – Present
· Responsible for inventory management as well as shipping and receiving

· Provided service to internal and external customers

· Served in a management capacity

Farm Technician

Minitube of America; Mount Horeb, WI


     

March 2005 – July 2006

· Performed various farming applications

· Responsible for maintaining lawn and farming equipment

Sales Associate

True Value Hardware/Just Ask Rental; Cross Plains, WI
    
      April 2002 – December 2004

· Provided customer service 

· Responsible for equipment repair and maintenance

Skills:

· Experienced in providing excellent service to internal and external customers and inventory management.

· Able to troubleshoot, diagnose, and repair equipment and small engines with accuracy and speed.

· Familiar with oxy-acetylene and arc welding, as well as brazing and cutting techniques.

· Proficient in operating traditional hand tools in addition to electric and air tools.

Accomplishments:

· Employee of the Month, Truck USA, March 2009 and April 2009

· President, Motorcycle, Marine & Outdoor Power Products Club, August 2008 – May 2009

Associations/Certifications:

· Business Professionals of America, Member, August 2008 – May 2009
Interests: I am an avid golfer and I enjoy spending time doing home projects.  I have a love for the outdoors and boating.
References: References are available upon request.
In-Class Job Posting Activity

Job Posting
Tuesday, November 2nd you will need to bring to class a job announcement of some kind; this can be an advertisement from the paper or web site, an application for an opening that exists.  What will be most helpful is if you can find the position description or some kind of description of the position that may be available with the announcement.  
You will be tailoring your cover letter and resume to the job posting you bring to class.  If you bring the posting to class on Tuesday, November 2nd you will receive the 10 points for your in-class assessment that day!
Cover Letter Grading Rubric

Cover Letter Grading Rubric: 25 points

	Criteria for Grading
	Excellent

(5 points)
	Good

(4 points)
	Adequate

(3 points)
	Flawed

(1 points)
	Missing

(0 points)

	Introduction
	States your subject, purpose, and main point clearly. Makes mention of the job applying for directly. 
	Same as excellent, but the clarity and precision of wording could be improved OR is slightly wordy.
	One required move seems to be missing from the intro.
	Intro is too vague to precisely explain the memo’s purpose OR the intro does not match the content of the document.
	Introduction is missing or so badly labeled it cannot be evaluated.

	Body 1: work experience
	Author clearly summarizes work experience as it relates to the employer. Shows potential contributions to employer. 
	Author makes a summary, but not as clearly or concisely as possible. 
	The summary is incomplete in some manner. 
	The summary is incorrect or inaccurate. For example: doesn’t match up to resume. 
	Key elements are missing such as no summary. 

	Body 2: education
	Author clearly summarizes education as it relates to the employer. 
	Author makes a summary, but not as clearly or concisely as possible. 
	The summary is incomplete in some manner. 
	The summary is incorrect or inaccurate. For example: doesn’t match up to resume. 
	Key elements are missing such as no summary. 

	Document Layout
	Correctly follows the cover format including contact information and appropriate closing.
	Same as excellent, but one section or element is missing. 
	Cover letter follows the general layout but may not flow well. 
	Organization deviates from the cover letter. 
	Letter is missing the required elements, for example: no contact information. 

	Sentence Structure and Mechanics
	Employs sentences that are accurate, varied, sophisticated, and correct. No typos!

	Employs sentences that are accurate and varied. Two or more typos, grammar, punctuation errors. 
	Sentences are correct but generally simple and lacking in variety. Three or more typos, grammar, or punctuation errors.
	Sentences are often awkward, riddled with errors including passive voice, spelling mistakes, and incorrect punctuation.
	Sentences are so awkward and error-ridden that meaning is obscured.

	Student grade 

25 possible points
	
	
	
	
	


Resume Grading Rubric

Functional Resume Grading Rubric: 25 points

	Criteria for Grading
	Excellent

(5 points)
	Good

(4 points)
	Adequate

(3 points)
	Flawed

(1 points)
	Missing

(0 points)

	Objective
	Clearly states the position sought. 
	Same as excellent, but maybe combines two objectives. 
	Objective is not specific. 
	Objective does not match cover letter.
	Objective is missing.

	Body 1: work experience
	Author clearly summarizes work experience with at least two bullet points per area. Starts with an action verb. 
	Bullet points are redundant, or not specific enough. 
	Not enough bullet points to make an impression of experience or skill set. 
	The summary is incorrect or inaccurate. For example: doesn’t match up to resume. 
	Key elements are missing. 

	Body 2: education
	Author uses the correct format to summaries education, professional memberships. 
	Author makes one error in summarizing education. 
	The summary is incomplete in some manner. 
	The summary incorrect or inaccurate. For example: doesn’t match up to resume. 
	Key elements are missing such as no summary. 

	Document Layout
	Correctly follows the functional resume format including contact information, work experience, education, and skills.
	Same as excellent, but one section or element is missing or underdeveloped. 
	Resume follows the general layout but may not flow well. 
	Organization deviates from the functional format. 
	Resume is missing the required elements, for example: no contact information. 

	Sentence Structure and Mechanics
	Employs action verbs that are accurate, varied, sophisticated, and correct. No typos!

	Two or more typos, grammar, punctuation errors, or inconsistent wording. 
	Phrasing is generally simple and lacking in variety. Three or more typos, grammar, or punctuation errors.
	Phrasing is awkward, riddled with errors, spelling mistakes, and incorrect punctuation.
	Sentences are so awkward and error-ridden that meaning is obscured.

	Student grade 

25 points
	
	
	
	
	


Appendix VI
Business Plan Unit

Roy’s Story
	Roy Magsamen, RM Small Engine Repair, LLC 
	

	

	



	Roy Magsamen had been repairing small engines for nearly 20 years when, in 2006, he decided that he wanted to move his engine repair workshop out of his home and launch a full scale business. Before leaving a position as service manager for an auto retailer, Magsamen wanted some assurance that he could make a profit in his new business.

That's when he enrolled in the "Opportunity to Profit Business Plan Boot Camp" offered by the UW-Whitewater Small Business Development Center. The Boot Camp takes course participants through the process of writing a business plan and introduces them to business ownership fundamentals.

"The Business Plan Boot Camp was a real eye-opener in terms of letting you know that you can't just turn the key and go," said Magsamen. In fact, when he completed the three-year financial projections for his business plan, Magsamen discovered that his business, as planned, would not be profitable. Though discouraged, he was glad that he took the course and made this discovery before quitting his job. It looked like his dream of running a small engine repair business was not going to be realized.

But then Magsamen's connections in the community presented him with a golden opportunity. The owners of the local Ace Hardware store approached him about taking over their outdoor power equipment sales and service. They wanted to get out of the business of selling and repairing equipment, and they knew they could trust Magsamen to take good care of their longtime customers.

Magsamen returned to the University of Wisconsin-Whitewater Small Business Development Center where he and center director Ronald "Bud" Gayhart revised his business plan to reflect the benefits of having connections with Ace Hardware's equipment suppliers and customers. The numbers looked good and Magsamen was on his way to applying for an SBA guaranteed loan.

In 2007, with his loan received, Magsamen launched RM Small Engine Repair. His business, which sells and services lawn mowers, snow blowers and other equipment, filled a need in the Fort Atkinson area. Today his business has four employees and is drawing customers from throughout Jefferson County. Because of his success, Magsamen is pursuing new opportunities and is in the process of updating his business plan to have a current blue print as he moves ahead. Magsamen is providing a much needed service and living his dream, having found his "Opportunity to Profit" and acted on it. 

Roy Magsamen
RM Small Engine Repair
Fort Atkinson, Wisconsin
http://www.rmsmallenginerepair.com/


Business Plan PowerPoint
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Sample Business Plan Outline
Directions: Prepare a written business plan according to the following outline.

Use your notes from the Business Brainstorming worksheet to complete your plan.

I. General Description

Provide a brief overview of your company in one or two paragraphs. Include the name of the

company, who will own and manage it, what it will do, how it will be operated, and how many

employees it will have.

II. Feasibility/Market Analysis

A. Description of the Industry

Describe the current status of the industry you are entering. Explain how current trends

make it a good time for a new company in this area.

B. Your Market

Describe what part of the industry you will be entering. Describe your customers and their

buying preferences. Describe your competitors--their strengths and their weaknesses.

C. Your Product or Service

Give a detailed description of your product or service. Include all of the products they will be selling to begin with and why.  Explain how your product/service will compare (favorably) to those of your

competitors.

III. Promotional Strategy

Explain in detail how you will promote your business.

Outline adapted from Future Value Ventures, Inc, Milwaukee, WI, Going into Business in Wisconsin: An Entrepreneurs

Guide, the Wisconsin Department of Development, October 1994, Fifth Edition.

Business:  Auto Service & Repair Shop

Location:  Cottage Grove, WI

Names of Group Members: 

Business Brainstorm Worksheet

Directions: Imagine that you are starting your own business. Discuss each question with your team and take notes.

Feasibility/Market Analysis

1. Who are your competitors?  Do you understand how your business will compare with your competitors? Why would consumers choose to do business with you and not your competitors?
a. Will your product or service be competitive based on its quality, selection, price and/or location?  Explain how your product will be competitive in each area.
b. Will your product or service be aimed at an existing market in which demand exceeds the supply?  Identify the market and the demand.
2. Who are your customers? Describe their needs and desires. Where do they live? 
a. Why would they want to buy your product or service?
3. What is the overall industry like? What industrial classification does your business fall into? Is this industry currently growing or declining in Wisconsin? 
a. What future trends should you be aware of before going into this business?

Based on your market research, provide a general description of your business

1. What product s or services are you planning to sell and why?
2. What special product features or personal expertise are you offering? What specifically will separate your product from the competition’s?
3. What name have you chosen for your business? Why is this an important decision?

Promotional Strategy

1. What will you do to promote your business? (How will your customers know you exist?)  How will you recruit new customers/business?  How, where, and when will you advertise? Outline your plans.
2. On what areas of your business will you focus in advertising and why?
3. How will you retain customers?
Business Plan Presentation Grading Rubric

	Criteria for Grading
	Excellent           (5 points)
	Good                   (4 points)
	Adequate            (3 points)
	Flawed     (2points)
	Poor                   (0 points)

	Overall Organization
	Presentation shows a logical order, includes purpose statement, intro, discussion of past work, work remaining, and problems encountered. Conclusion gives helpful and accurate info about finishing the project.
	Same as excellent, but presentation does not contain a clear forecasting statement in the intro or conclusion is lacking information about finishing project. 
	Presentation uses a logical structure but fails to surface it verbally.
	Organization deviates from the guidelines in the assignment and textbook.
	Presentation is missing two or more required sections of the progress report.

	Diction and Vocabulary
	Language balances the need for accuracy, formality, and friendliness. Word choice is appropriately professional and formal.
	Language is generally appropriately used; drops into slang or jargon in one place.
	Language is generally appropriately used; drops into slang or jargon in several places. 
	Language is too informal or formal for the audience and situation..
	Presentation misuses words and uses a negative tone

	Length of Presentation
	Presentation is 7-10 minutes in length. Presentation time is allotted well; corresponding to the chart on p. 430
	Same as excellent, but one section seems slightly under or overemphasized in terms of time.
	More than one section seems slightly under or overemphasized in terms of time.
	Presentation is greater than ten minutes in length; the speaker rambles on and on.
	Presentation is shorter than seven minutes.

	Delivery Fluency
	Speaker is clear and correct in volume. Avoided excessive verbal tics, like “ums” and “you know.”
	Same as excellent, but an occasional verbal tic creeps in.
	Verbal tics or usage is distracting; in one place, the presentation style is distracting in a minor way.
	Verbal tics or usage is distracting; in one place, the presentation style is distracting in a major way.
	Style is unprofessional generally.

	Vocal Quality
	The presentation is relaxed and natural; speech does not sound read from a script word-for-word. Speech sounds practiced, but not memorized. Appropriate speech and tone used.
	Same as excellent, but speech could be more natural or friendly in tone.  Delivery could use more vocal variation.
	In one area, the speaker speaks too fast or too slow.
	Speaker seems slightly unsure what to say next; presentation could have used more practice overall.
	Speech sounds like it is read from a script—lack of preparation makes the presentation difficult to follow.

	Total (25 points)
	
	
	
	
	








What is Customer Service?





Customer service is the ability of knowledgeable, capable and enthusiastic employees to deliver products and services to their internal and external customers in a manner that satisfies identified and unidentified needs and ultimately results in positive word-of-mouth publicity and return business 


(Lucas, 2009).





External Customers





           					Who are they?








Internal Customers





          Who are they?











External Customers





Current and potential Vendors, suppliers, various telephone callers, walk-in customers, other organizations.





Internal Customers





Peers, co workers, bosses, subordinates, people from other areas of the company.














Why is serving internal customers well important?








Importance of Internal Customers





As Karl Albrecht & Ron Zemke say in their book, Service America, “If you’re not serving the customer, you’d better be serving who is.”





If you aren’t providing great support and service to internal customers, external customers usually suffer!


























Why is serving external customers well important?















































Positive word-of-mouth publicity and return business!





Repeat Customers & Customer Loyalty


Customers want what they perceive as a quality product or service at a level that they expected, and in a promised and acceptable time frame.





Customers are more well informed/educated


In order to retain customers you need to have established a service culture that promotes customer retention





To retain customers store owners, managers and employees need to create & support customer-friendly systems





Policies, Activities, Systems…





Policies, activities, systems that promote a customer service culture


Complaint management policies & practices


Take time to celebrate good service provided


Advertising


Multiple service delivery options are available


Other policies & practices (Refunds, exchanges)








Employees are empowered to provide service recovery











 








What is service recovery?





Service Recovery –





Process of righting a wrong or correcting something that has gone wrong for a customer… You not only replace the defective product, but you also go the extra step and provide compensation for the customer’s inconvenience





Make restitution, solve the problem, and regain the customer’s trust.

















After a service breakdown work to put in place a practice or policy that will help minimize the chance that this kind of breakdown will occur again!





Getting feedback from customers promotes a good service culture too!





What are strategies store owners, managers, and employees can employ to get feedback from their customers?





Some tools used by organizations to assess their service culture often include: 





Customer focus groups 


Mystery shoppers


Surveys


Comment cards


Customer or employee exit interviews

















Is it a good idea to have a prepared greeting for customers you know and don’t know?














Strategies to Employ in a Situation involving Conflict





Listen Actively





Remain calm 





Don’t interrupt! Give the customer your full attention – Stop what you are doing. Listen even if you don’t agree with the customer.





While the customer is venting use that time to THINK about how to respond and maybe take notes.








In analyzing your customer’s message or complaint, ask yourself the following questions:





What message is the customer trying to get across? Don’t get distracted by all the details – What is the main idea?





What does the customer want or need you to do?








Listen Actively





• Use nonverbal feedback to show that you are listening and agree with or understand what they are saying.


 


- Face the customer, provide affirmative facial expressions, and nodding of the head, while maintaining eye contact.











Body Language is Important…


Don’t:





- Fidget or slouch


- Touch the customer


- Point your finger


- Yawn or cross your arms


- Look like you are distracted during the conversation


- Frown or sneer


- Stare blankly at the customer








Causes of Listening Breakdowns:





When the physical environment isn’t conducive to having a conversation move to a place where you can hear and focus on the conversation and not be distracted.





Other people are talking


Phones are ringing


There is a desk between you and the customer








Other Causes of Listening Breakdowns:





Psychological distracters (If you are upset, if you are preoccupied, etc)





Your physical condition (lack of sleep, you haven’t eaten lunch yet, or lack of wellness)





You are not at your body’s peak performance period (morning person, night owl)





Avoid developing biases or faulty assumptions 








Diffusing a Situation…


First, empathize with the customer… Put yourself in the customer’s shoes. 





Next, accept responsibility – Find things you can agree with





Then, paraphrase the problem as you understand it and ask clarifying questions – Make sure you understand the real problem and need 





Stay positive and identify what you can do for the customer. Provide service recovery!





When things have settled down…





End your exchange with a genuine question & maybe some small talk if appropriate





&





Follow up with the customer 


                                   (service follow-up)





When you have time…





Reflect on how the situation went with the customer and ask yourself what you would have done differently so that you can learn from it.





Ask someone you trust and respect for their feedback to improve.








Role Play








              Volunteer – Angry Customer?





Volunteer – Customer Service Rep?





Other Types of Customers!





       Indecisive Customers





      Talkative Customers





              Demanding or Domineering Customers





              Rude or Inconsiderate Customers





Questioning





What is the difference between open- ended and close-ended questions?





What kind of questioning would you use in a situation where you were assisting an indecisive customer and why?





How about a talkative customer?








Role Play





Indecisive Customer?





Talkative Customer?





Customer Service Reps?








Video








� HYPERLINK "http://www.youtube.com/watch?v=ybCxN86n61k&feature=related" ��http://www.youtube.com/watch?v=ybCxN86n61k&feature=related�

















What is reflective listening?








How is reflective listening effective when listening to a customer that is upset or has a problem?











WRITING EFFECTIVELY 














					COVER LETTERS





Cover Letter Basics


Don’t….						Do….


- Simply restate information                  - Discuss why you are the right       


from your resume                                    candidate for the position


- Focus on why the position			- Emphasize how you can make


Is right for you					a valuable contribution to their


				                              business





Introduction: first paragraph





Subject = position you are applying for





Purpose = that you are applying 





Main point = your qualifications








“My experience in…”


“My background with…”


“My practical skills…”








Body: second & third paragraphs


Make a clear claim


Support that claim


“My hands-on education in the Mechanics program would greatly benefit your customers. While I am familiar with small engines, I have taken extra course work in two and four engine repairs.”





Education





Work





Skills











Conclusion: last paragraph


			


Thank the reader


Look to the future


Contact information











Thank you…


I appreciate…


I enjoyed…











 WRITING EFFECTIVELY











							RESUMES





Professional Objective





Phrase or sentence describing the career you are seeking 





Tailored to the position applying for with key words 





Expect to adjust this depending on the position you are applying for








Professional Objective: entry level


Scenario: entry level service tech position at a small shop





“…seeking a growth oriented service technician role allowing me to handle repairs and interact with customers.”





“…to repair small engines, to expand my present small engine knowledge base, and to assist customers in a friendly manner.”





“…to interact with the public in a helpful manner while servicing various small engines.”





Professional Objective: mid-level


Scenario: mid-level technician position





“…seeking a dynamic environment to use my practical small engine knowledge, customer service skills, and supervisory experience.”





“…to utilize my extensive small engine knowledge for repairs, to train staff, and to educate customers.”





Professional Objective: sales


Scenario: outside sales


“…seeking the opportunity to build a client base by explaining the 


services and benefits of Small Engine Shop with analysis and discussion of customer needs.”





“…to represent Small Engine Shop with outstanding, timely client service and education regarding the unique benefits of the business.”





Skills Overview





Action verbs and brief phrases add energy 





Bullet format is easy to read and scan





Be detailed to show your responsibilities 








Active verbs


�





Add the details


Plain…				Punched Up…


- Supervised staff		- Supervised four full-time employees


- Managed a budget		- Managed parts budget of $100,000


					annually


- Created employee 		- Created monthly customer service 


Schedule				schedule for 25 employees with 24/7 


					coverage











What is an entrepreneur?


		What is the importance of Roy’s story?











What is a business plan?


Develop business concept – Understand regulatory requirements – Conduct market research – Develop marketing, service, organizational, and financial plan














Feasibility/Market Analysis


Who are your competitors? Who are your customers? What is the industry like?











After you have done your 


research you can 


determine…..


What products and services you will provide, What differentiates you from your competition, How you will promote to your customers most effectively














				Other things to


							consider….


Do you want to appeal to a niche market segment or the entire market? What kind of image do you want to have?








