


2  1ORKNC-620B: Customer Service in the 1orkplace

Rationale
Industry Need 

SECTION B - Course Description
Catalog Course Description
This course is desiened to provide the student uith certain key skills and attitudes in order to effectively meet the needs of
customersQ The participants uill be introduced to the key elements of outstandine customer serviceQ Topics uill also include
understandine and exceedine customer expectations, and hou to deal uith unrealistic expectationsQ The course addresses uhy
customers leave, and the lone-term value of customersQ 

SECTION C - Conditions on Enrollment
Open Entry/Open Exit
Yes 

Repeatability
Unlimited - Noncredit OR 1ork Experience Education 

Grading Options
Pass/No Pass Only 

Allow Audit
No 

Requisites

SECTION D - Course Standards
Is this course variable hour?
No 

Total Instructional Hours
9 

Distance Education Approval
Is this course offered through Distance Education?
Yes 

Online Delivery Methods

DE Modalities Permanent or Emergency Only?
Hybrid Permanent
Entirely Online Permanent

SECTION E - Course Content
Student Learning Outcomes

  Upon satisfactory completion of the course, students will be able to:
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ourse Obb ectives
 Upon satisfactory completion of the course, students will be able to:1QIdentity and de ne outstandine customer serviceboalyve case problems to determine tacts, identity reasons, and apply the concepts learned in mal1QDitferenti ti  mone interoal and exteroal customersu



1ORKNC-620B: Customer Service in the 1orkplace A

Course Content
1Q 1hat is Customer Service?

aQ 1hy customer service is importantQ
bQ 1hy ue need itQ
cQ 1hat%s the difference betueen eood customer service and outstandine customer servic






