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 160 -  Customer Service
3 credits


	Description:

Enables students to learn the relationship of self to customers, problem solve and understand the importance of communicating with customers.  Specific emphasis is given to managing customer expectations by building customer rapport and creating positive outcomes.
Competencies View:
I. Explain the importance of customer service.

II. Demonstrate effective communication skill face-to-face, via telephone, email, etc.

III. Evaluate the impact of effective customer relationships and customer loyalty.

IV. Develop interpersonal communication skills.

V. Analyze Customer Service and how it relates to consumer behavior.

VI. Discuss social and cultural traditions / perceptions of customer service.

VII. Assess the causes of service breakdown and the recovery process.

VIII. Analyze customer service from the consumer perspective.

IX. Demonstrate the ability to meet challenges and changes in customer service. 

Outline View:
I. Overview of Customer Service

II. Purpose and elements of a service culture

III. The communication process

IV. Customer Service and technology

V. Customer Service and behavior

VI. Enhancing customer relationships/loyalty

VII. Service recovery

VIII. The future of Customer Service 


	Required Competencies:
l. Explain the importance of customer service.
ll. Demonstrate effective communication skill face-to-face, via telephone, email, etc.

lll. Evaluate the impact of effective customer relationships and customer loyalty.

lV. Develop interpersonal communication skills.

V. Analyze Customer Service and how it relates to consumer behavior.

Vl. Discuss social and cultural traditions / perceptions of customer service.

Vll. Assess the causes of service breakdown and the recovery process.

Vlll. Analyze customer service from the consumer perspective.

lX. Demonstrate the ability to meet challenges and changes in customer service. 
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