High School

Marketing: Year 1
CCCNS Crosswalk Matrix

	CCCNS Course 

Number / Title
	CCCNS Course Description/ Standards and Competencies
	MAR Course or Unit Title / Objectives

	MAR 158 -  Basic Customer Service
1 credit

15 lecture hours
	Description:

Focus on basic concepts and techniques needed to effectively serve customers.  Specific emphasis given to manage customer expectations by building customer rapport and create positive outcomes.
Competencies View:
I. Learn proper listening techniques

II. Apply a variety of effective questioning techniques

III. Master basic telephone skills and appropriate courteous responses

IV. Understand customer service rules and proactive service

V.  Learn how to deal with irate customers 

Outline View:
I. Effective Listening Skills

A. Identifying obstacles to listening

B. Understanding techniques to improve listening skills

II. Customer Service Rules

A. Questioning Techniques

B. The six cardinal rules for effective customer service

C. Using appropriate language and courteous statements

D. Basic telephone skills

III. Giving Exceptional Customer Service

A. Handling the irate caller

B. Proactive customer service

IV. What’s Wrong With This Picture

A. Practical application of customer service techniques.


	Required Competencies:

l. Learn proper listening techniques

ll. Apply a variety of effective questioning techniques

lll. Master basic telephone skills and appropriate courteous responses

lV. Understand customer service rules and proactive service

V. Learn how to deal with irate customers 
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