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                                          Time Period: 08/26/2013 – 12/20/ 2013
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      Independent Learning

Instructor Contact Information

Instructor: Lilian Chaves, MBA
Office Hours: Tuesday/ Thursday 7:50 – 8:20 AM. By Appointment.

Instructor Phone: 305-469-4020


                       
Instructor Email: lchaves1@mdc.edu

              
 Department Phone: 305 237-3151

Course Description:

Introduction to Customer Service (3 credits) – MAK1161 is a survey course which examines the attitudinal, behavioral and procedural basics which are common across all customer service sectors. An extensive vocabulary of customer service terms will be developed and students will understand their practical application in today's business environment. 
Required Textbook: 

Customer Service, A Practical Approach



6th Edition




Elaine K Harris
Grading Criteria:
There will be two (2) tests/exams throughout the term based on your textbook reading assignments. Mid Term exam will represent 50% of the final grade. The final exam will represent 50% of the total. The student is expected to keep up with all reading assignments and independently learn the principles.
Student Expectations:

This is an independent class.  The student is expected to stay on schedule with all reading materials identified in the syllabus.  In addition, the student should independently complete the chapter-end quizzes and “Opportunities for Critical Thinking” sessions.

Grading Scale:

90-100 A

80-89

B

70-79 C

60-69 D

<60

F

A grade of I (Incomplete) will only be given for medical reasons, death in the family or personal emergencies which are to be documented and approved by the instructor and the program director. Only students who are doing satisfactory work are eligible. A contract which specifies the remaining work to be completed must be signed by the student and the instructor prior to the end of the term. Incomplete work must be completed by the end of the next term with the instructor who awarded the grade. 

 Course drops:

Students not completing the course for any reason are required to submit official drop notices by the due date. Failure to comply with this procedure may result in a final grade of “F”. Please check the College Calendar for important dates including the last day to drop with a “W” for the current semester. 

OTHER:

This course syllabus is subject to change due to time constraints, policy changes or for any other reason which in the professional judgment of the instructor will be to the benefit of the students. 

- Specific assignments, which are not included in this calendar of activities, could be given by the instructor at any time.

Incomplete:  ("I" Grade) when a student has failed to complete the requirements of a course, the student may be given an incomplete or "I" grade as long as the student has completed 80% of the assigned work. To be awarded an “I”, the student must present to the instructor valid reasons for not having completed the course requirements. The instructor and the student then complete an Agreement for Grade of Incomplete form. This agreement will determine the requirements for a course grade, including due dates for assignments, projects or tests; which must be completed by the end of the next major term, or a failing grade is assigned.  A signed (by student and instructor) incomplete form is required to be submitted with any recorded grade of incomplete.

Academic Dishonesty

Academic dishonesty includes, but is not limited to the following:

1) Cheating on an examination.

 

2) Receiving help from others in work to be submitted, if contrary to the stated rules of the 

    Course;

 

3) Plagiarizing, i.e., that is, the taking and claiming as one’s own the ideas, writings, or 

    Work of another, without citing the sources;

  

4) Submitting work from another course unless permitted by the instructor

5) Stealing examinations or course materials.

6) Falsifying records.

 

7) Assisting anyone to do any of the above.


In the event that students are suspected of classroom cheating, plagiarism, or other misrepresenting their work, they will be subjected to procedural due process.

Calendar of Activities:
MKA 1161- Introduction to Customer Service 

Tuesdays, 5:40p.m-9:10pm. Room 1659
May 12th- July 28th, 2009
Please note:  Activities and Assignments are subject to change

	Week of:
	Reading Assignments 

	8/26 – 8/30 


	Read class syllabus and expectations

Chapter 1: What is Customer Service?


	9/02 – 9/06

	Chapter 2: The Challenges of Customer Service

	9/09 – 9/13

 
	Chapter 3: Problem Solving

	9/16 – 9/ 20
 
	Chapter 4: Strategy for Formulating a Plan for Success

	9/23 – 9/27
 
	Chapter 5: Empowerment

	9/30 – 10/04 
	Chapter 6: Communications in Customer Service


	10/07 – 10/11
	Study for Midterm exam – Complete Study guide



	10/ 14 – 10/18

	Midterm



	10/21 – 10/25
	Chapter 7: Coping with Challenging Customers

	10/28 – 11/01
	Chapter 8: Motivation


	11/04 – 11/08

	Chapter 9: Leadership in Customer Service

	11/11 – 11/15

	Chapter 10: Customer Retention and Measurement of Satisfaction


	11/18 – 11/22
	Chapter 11: Technology and Customer Service 

	11/25 – 11/29
	Thanksgiving

	12/02 – 12/06
	Chapter 12: Excellence in Customer Service 

	12/09 – 12/ 13
	Study for final exam – Complete Study guide


Final exam date TBD based on academic calendar.
The mission of Miami-Dade College Wolfson Campus is to provide accessible, affordable, high quality education by keeping the learner's needs at the center of decision-making and working in partnership with its dynamic, multi-cultural community.


