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Blackhawk Technical College
10-631-106 IT Customer Service Fundamentals
Course Design
Course Information
	
	Description
	This course is designed to instruct students on the principles of service calls and customer relations skills needed for the successful field service technician. Practical interviews and role playing are included in this course, with emphasis on phone and electronic support skills based on and Information Technology environment.

	
	Career Cluster
	Manufacturing

	
	Instructional Level
	Technical Diploma, Associate Degree

	
	Total Credits
	3.00

	
	Total Hours
	72.00


Types of Instruction
	Instruction Type
	Credits/Hours

	Presentation/Discussion
	1.5 / 36

	Laboratory/Shop
	1.5 / 36


Target Population
IT Customer Service Fundamentals is designed for those individuals that need and want to learn how to how to communicate professionally and work with and help customers in a professional manner.  This course is also required for the students that are pursuing the MITS and CST Technical Diplomas.
Pre/Corequisites
	
	None


Textbooks
	Customer Service Skills for the Service Desk Professional, 4th Edition by Donna Knapp
ISBN #: 978-1-285-06358-4


Learner Supplies
	Flash Drive

	Pen and/or pencil

	Textbook


Course Competencies
	1.
	Explore customer service concepts

	
	Assessment Strategies

	
	1.1.
	Written Objective Test

	
	1.2.
	Simulation

	
	Criteria

	
	You will know when you are successful when:

	
	1.1.
	Learner follows the instructions based on the information provided in the scenario

	
	1.2.
	Learner performs basic reading and writing skills

	
	1.3.
	Learner exhibits effective work habits and attitudes

	
	1.4.
	Learner participates in the class discussion

	
	1.5.
	Learner participates in the simulation exercises

	
	1.6.
	Learner completes assignments

	
	Learning Objectives

	
	1.a.
	Acknowledge what customers need and expect

	
	1.b.
	Acquire the skills needed for a career as a customer support person in the technical industry.

	
	1.c.
	Cultivate the four components of a successful service desk.

	
	1.d.
	Obtain the ability to exceed customer expectations.

	2.
	Apply listening and communication skills to IT situations

	
	Assessment Strategies

	
	2.1.
	Simulation

	
	2.2.
	Written Objective Test

	
	Criteria

	
	You will know when you are successful when:

	
	2.1.
	Learner completes assignments

	
	2.2.
	Learner participates in the simulation exercises

	
	2.3.
	Learner participates in the class discussion

	
	2.4.
	Learner exhibits effective work habits and attitudes

	
	2.5.
	Learner performs basic reading and writing skills

	
	Learning Objectives

	
	2.a.
	Determine what to listen for when working with customers.

	
	2.b.
	Build rapport with customers.

	
	2.c.
	Recognize the characteristics of active listening.

	
	2.d.
	Identify customer communication styles.

	3.
	Apply customer service telephone skills

	
	Assessment Strategies

	
	3.1.
	Simulation

	
	3.2.
	Written Objective Test

	
	Criteria

	
	You will know when you are successful when:

	
	3.1.
	Learner follows the instructions based on the information provided in the scenario

	
	3.2.
	Learner performs basic reading and writing skills

	
	3.3.
	Learner exhibits effective work habits and attitudes

	
	3.4.
	Learner participates in the class discussion

	
	3.5.
	Learner participates in the simulation exercises

	
	3.6.
	Learner completes assignments

	
	Learning Objectives

	
	3.a.
	Avoid common telephone mistakes.

	
	3.b.
	Improve telephone skills.

	
	3.c.
	Convey a positive attitude.

	
	3.d.
	Utilize telephone procedures professionally.

	4.
	Compose service support documents

	
	Assessment Strategies

	
	4.1.
	Skill Demonstration

	
	4.2.
	Written Objective Test

	
	4.3.
	Written Product

	
	Criteria

	
	You will know when you are successful when:

	
	4.1.
	Learner creates a typed project that is submitted to their instructor based on provided instructions

	
	4.2.
	Learner participates in the class discussion

	
	4.3.
	Learner participates in the simulation exercises

	
	4.4.
	Learner completes assignments

	
	4.5.
	Learner exhibits effective work habits and attitudes

	
	4.6.
	Learner performs basic reading and writing skills

	
	4.7.
	Learner follows the instructions based on the information provided in the scenario

	
	4.8.
	Learner delivers concise reasoning for and against their topic

	
	Learning Objectives

	
	4.a.
	Employ common service desk documents to convey information.

	
	4.b.
	Improve writing skills.

	
	4.c.
	Recognize the characteristics of good technical writing.

	5.
	Manage difficult customers

	
	Assessment Strategies

	
	5.1.
	Simulation

	
	5.2.
	Written Objective Test

	
	Criteria

	
	You will know when you are successful when:

	
	5.1.
	Learner delivers concise reasoning for and against their topic

	
	5.2.
	Learner follows the instructions based on the information provided in the scenario

	
	5.3.
	Learner performs basic reading and writing skills

	
	5.4.
	Learner exhibits effective work habits and attitudes

	
	5.5.
	Learner creates a typed project that is submitted to their instructor based on provided instructions

	
	5.6.
	Learner participates in the class discussion

	
	5.7.
	Learner participates in the simulation exercises

	
	5.8.
	Learner completes assignments

	
	Learning Objectives

	
	5.a.
	Respond to disgruntled customers.

	
	5.b.
	Employ proven techniques to handle difficult customers.

	
	5.c.
	Develop skills for a positive attitude.

	
	5.d.
	Identify positive steps to stay in control when working with difficult customers.

	6.
	Resolve incidents and problems

	
	Assessment Strategies

	
	6.1.
	Presentation

	
	6.2.
	Skill Demonstration

	
	6.3.
	Written Objective Test

	
	Criteria

	
	You will know when you are successful when:

	
	6.1.
	Learner completes assignments

	
	6.2.
	Learner participates in the simulation exercises

	
	6.3.
	Learner participates in the class discussion

	
	6.4.
	Learner creates a typed project that is submitted to their instructor based on provided instructions

	
	6.5.
	Learner exhibits effective work habits and attitudes

	
	6.6.
	Learner performs basic reading and writing skills

	
	6.7.
	Learner follows the instructions based on the information provided in the scenario

	
	6.8.
	Learner delivers concise reasoning for and against their topic

	
	6.9.
	Learner works effectively and efficiently in their group to present information to the instructor and fellow students

	
	Learning Objectives

	
	6.a.
	Identify techniques to methodically solve incidents.

	
	6.b.
	Recognize when to take ownership of ongoing incidents.

	
	6.c.
	Employ the problem management process to focus on problem prevention.

	7.
	Employ professional business skills

	
	Assessment Strategies

	
	7.1.
	Written Objective Test

	
	7.2.
	Skill Demonstration

	
	Criteria

	
	You will know when you are successful when:

	
	7.1.
	Learner participates in the simulation exercises

	
	7.2.
	Learner completes assignments

	
	7.3.
	Learner participates in the class discussion

	
	7.4.
	Learner delivers concise reasoning for and against their topic

	
	7.5.
	Learner follows the instructions based on the information provided in the scenario

	
	7.6.
	Learner performs basic reading and writing skills

	
	7.7.
	Learner exhibits effective work habits and attitudes

	
	7.8.
	Learner creates a typed project that is submitted to their instructor based on provided instructions

	
	Learning Objectives

	
	7.a.
	Acquire business skills used in the workplace.

	
	7.b.
	Develop presentation skills to communicate to a group of people.

	
	7.c.
	Develop advanced business concepts.

	8.
	Demonstrate skills for working in teams

	
	Assessment Strategies

	
	8.1.
	Skill Demonstration

	
	8.2.
	Research Paper

	
	8.3.
	Written Objective Test

	
	Criteria

	
	You will know when you are successful when:

	
	8.1.
	Learner participates in the class discussion

	
	8.2.
	Learner completes assignments

	
	8.3.
	Learner participates in the simulation exercises

	
	8.4.
	Learner creates a typed project that is submitted to their instructor based on provided instructions

	
	8.5.
	Learner exhibits effective work habits and attitudes

	
	8.6.
	Learner performs basic reading and writing skills

	
	8.7.
	Learner follows the instructions based on the information provided in the scenario

	
	8.8.
	Learner delivers concise reasoning for and against their topic

	
	8.9.
	Learner provides a research paper based on a provided topic

	
	Learning Objectives

	
	8.a.
	Recognize the characteristics of a successful team.

	
	8.b.
	Recognize the stages of growth that teams go through.

	
	8.c.
	Develop the skills needed to have positive working relationships.

	9.
	Minimize the effects of stressful situations

	
	Assessment Strategies

	
	9.1.
	Research Paper

	
	9.2.
	Written Objective Test

	
	Criteria

	
	You will know when you are successful when:

	
	9.1.
	Learner provides a research paper based on a provided topic

	
	9.2.
	Learner delivers concise reasoning for and against their topic

	
	9.3.
	Learner follows the instructions based on the information provided in the scenario

	
	9.4.
	Learner performs basic reading and writing skills

	
	9.5.
	Learner exhibits effective work habits and attitudes

	
	9.6.
	Learner creates a typed project that is submitted to their instructor based on provided instructions

	
	9.7.
	Learner participates in the class discussion

	
	9.8.
	Learner completes assignments

	
	9.9.
	Learner participates in the simulation exercises

	
	Learning Objectives

	
	9.a.
	Identify proven techniques to manage time wisely.

	
	9.b.
	Develop effective coping skills to reduce stress.

	
	9.c.
	Recognize the connection between time and stress management.


LP 1 Customer Satisfaction
Overview/Purpose
We will explore what is involved in delivering excellent customer service and technical support, the role of the service desk and all of the technical support providers within a support organization, and trends influencing the service desk role. This learning plan also discusses the mix of business, technical, soft, and self-management skills required in today’s dynamic technical support setting.
Target Competencies
	1.
	Explore customer service concepts

	
	Assessment Strategies

	
	1.1.
	Written Objective Test

	
	1.2.
	Simulation

	
	Criteria

	
	You will know when you are successful when:

	
	1.1.
	Learner follows the instructions based on the information provided in the scenario

	
	1.2.
	Learner performs basic reading and writing skills

	
	1.3.
	Learner exhibits effective work habits and attitudes

	
	1.4.
	Learner participates in the class discussion

	
	1.5.
	Learner participates in the simulation exercises

	
	1.6.
	Learner completes assignments

	
	Learning Objectives

	
	1.a.
	Acknowledge what customers need and expect

	
	1.b.
	Acquire the skills needed for a career as a customer support person in the technical industry.

	
	1.c.
	Cultivate the four components of a successful service desk.

	
	1.d.
	Obtain the ability to exceed customer expectations.


Learning Activities
	1.
	READ Chapter 1 in your Customer Service Skills for the Service Desk Professional.

	2.
	COMPLETE the Customer Satisfaction Practice Project from the text.

	3.
	COMPLETE the Customer Satisfaction Assessment Task


Assessment Activities
	1.
	SUBMIT the Customer Satisfaction questions from the text.

	
	Learning Materials

	
	Customer Service Skills for the Service Desk Professional
	

	2.
	SUBMIT the Customer Satisfaction Assessment Task.

	
	Learning Materials

	
	Customer Service Skills for the Service Desk Professional
	



LP 1 Customer Satisfaction Assessment Task
Directions
Customer Satisfaction Assessment Task

IT Customer Service Fundamentals LP1
Name: __________________________
Total Points Possible: 45 Points Achieved: ____________
Read each scenario carefully and provide a complete, typed response.  Please PRINT your completed assignment and submit it to your instructor after the class discussion. 
1. Scenario:  You need to recall one good experience and one bad experience that you have had as a customer.  Write a minimum of two paragraphs for each experience.  The first paragraph should explain the situation, and the second paragraph should highlight your thoughts on what was done correctly and what was done incorrectly.  Be prepared to share both experiences with the class for discussion.


	Environment
	Lab


Evaluator(s)
Instructor
Target Course Competencies
	1.
	Explore customer service concepts


Scoring Standard
You must achieve a rating of YES on each criterion to demonstrate competence.
Scoring Guide
	
	Criteria
	Ratings

	1.
	The paper includes one good and one bad customer experience.
	Yes   No

	2.
	The paper should be a minimum of four paragraphs (two paragraphs for each experience).
	Yes   No

	3.
	The paper highlights what was done correctly and incorrectly for each experience.
	Yes   No

	4.
	The paper is submitted on time and complete based on project requirements presented to the student.
	Yes   No



LP 2 Listening & Communication Skills
Overview/Purpose
This learning plan focuses on how support providers can become better listeners and communicate effectively with customers and coworkers. These skills are considered the two most basic and important skills that support providers must possess.
Target Competencies
	1.
	Apply listening and communication skills to IT situations

	
	Assessment Strategies

	
	1.1.
	Simulation

	
	1.2.
	Written Objective Test

	
	Criteria

	
	You will know when you are successful when:

	
	1.1.
	Learner completes assignments

	
	1.2.
	Learner participates in the simulation exercises

	
	1.3.
	Learner participates in the class discussion

	
	1.4.
	Learner exhibits effective work habits and attitudes

	
	1.5.
	Learner performs basic reading and writing skills

	
	Learning Objectives

	
	1.a.
	Determine what to listen for when working with customers.

	
	1.b.
	Build rapport with customers.

	
	1.c.
	Recognize the characteristics of active listening.

	
	1.d.
	Identify customer communication styles.


Learning Activities
	1.
	READ Chapter 2 in your Customer Service Skills for the Service Desk Professional.

	2.
	COMPLETE the Listening and Communication Skills Practice Project from the text.

	3.
	COMPLETE the Listening and Communication Skills Assessment Task


Assessment Activities
	1.
	SUBMIT the Listening and Communication Skills questions from the text.

	
	Learning Materials

	
	Customer Service Skills for the Service Desk Professional
	

	2.
	SUBMIT the Listening and Communication Skills Assessment Task.


	
	Learning Materials

	
	Customer Service Skills for the Service Desk Professional
	



LP 2 Listening and Communications Skills Assessment Task questions
Directions
Listening & Communication Skills Assessment Task

IT Customer Service Fundamentals LP 2
Name: _________________
Total Points Possible: 45   Points Achieved: ________

Each question is worth 3 points
*** Done in Blackboard ***
 
1. What is social listening?
a) A method of passive listening that enables service desks to communicate with customers through another channel.
b) Using Facebook, Twitter, and other social media sites to resolve incidents and handle service requests.
c)  Identifying and evaluating what is being said about a company, individual, or product on the Internet
d)  d. Both A and B.
 
2. When communicating face-to-face, nonverbal qualities makeup ____ percent of the conversation.
a. 20 
b. 25
c. 55 
d. 75
 
3. According to this chapter, you and your customers are bilingual; you both speak ____.
a.  business and technology
b.  and write to do business
c.  to be understood and to teach 
d.  to ask questions and to answer questions
 
4. Which concept does "Listening is not waiting for your turn to talk" explain?
a. Jumping ahead 
b. Distractions
c. Imaging
d. Emotional filters
 
5. What does this chapter suggest to help service desk analysts monitor their facial expressions and posture?
a. Get feedback from another analyst at the completion of a call.
b. Place a mirror at eye level in the analyst's workspace.
c. Watch pre-recorded videos of previous calls.
d. All of the above.
 
6. One tip mentioned in the active listening portion of this chapter is analysts using ____ to diagnose incidents and methodically identify solutions.
a. FAQs
b. technical web sites
c. Microsoft's Technet
d. checklists
 
7. Studies indicate that we ignore, forget, distort, or misunderstand ____ percent of what we hear.
a. 10 
b. 25
c. 50 
d. 75
 
8. When interacting with complainers, empathize but do not necessarily sympathize with the customer's complaint.
a. True
b. False
 
9. When interacting with know-it-alls, suggest alternatives and make sure they know their opinions are not correct.
a. True
b. False
 
10.  Knowing what to say is much more complex than knowing how to say it.
a. True
b. False
 
11.  Since all customers should be comfortable using technology, analysts should not worry about asking questions that are too technical; they should avoid asking questions that are too simple.
a. True
b. False
 
12.  Communication is the exchange of thoughts, messages, and information.
a. True
b. False
 
13.  Service desk analysts must remember that emotional filters can influence their ability to listen effectively.
a. True
b. False
 
14.  If you accept information at face value, you are practicing passive listening.
a. True
b. False
 
15.  Passive listening enables you to determine situations that require management involvement.
a. True
b. False 

	Environment
	Lab


Evaluator(s)
Instructor
Target Course Competencies
	1.
	Apply listening and communication skills to IT situations


Scoring Standard
You must achieve a rating of YES on each criterion to demonstrate competence.
Scoring Guide
	
	Criteria
	Ratings

	1.
	The questions were completed and submitted on time.
	Yes   No



LP 3 Telephone Skills
Overview/Purpose
This learning plan focuses on the skills that support providers need to interact with customers over the telephone as well as how to avoid the most common call handling mistakes. It also helps support providers develop excellent telephone skills that will send a positive, professional message to their customers.
Target Competencies
	1.
	Apply customer service telephone skills

	
	Assessment Strategies

	
	1.1.
	Simulation

	
	1.2.
	Written Objective Test

	
	Criteria

	
	You will know when you are successful when:

	
	1.1.
	Learner follows the instructions based on the information provided in the scenario

	
	1.2.
	Learner performs basic reading and writing skills

	
	1.3.
	Learner exhibits effective work habits and attitudes

	
	1.4.
	Learner participates in the class discussion

	
	1.5.
	Learner participates in the simulation exercises

	
	1.6.
	Learner completes assignments

	
	Learning Objectives

	
	1.a.
	Avoid common telephone mistakes.

	
	1.b.
	Improve telephone skills.

	
	1.c.
	Convey a positive attitude.

	
	1.d.
	Utilize telephone procedures professionally.


Learning Activities
	1.
	READ Chapter 3 in your Customer Service Skills for the Service Desk Professional.

	2.
	COMPLETE the Telephone Skills Practice Project from the text.

	3.
	COMPLETE the Telephone Skills Assessment Task


Assessment Activities
	1.
	SUBMIT the Telephone Skills Practice Project from the text.

	
	Learning Materials

	
	Customer Service Skills for the Service Desk Professional
	

	2.
	SUBMIT the Telephone Skills Assessment Task questions

	
	Learning Materials

	
	Customer Service Skills for the Service Desk Professional
	



LP 3 Telephone Skills Assessment Task questions
Directions
Telephone Skills Assessment Task

IT Customer Service Fundamentals LP 3
Name: _________________
Total Points Possible: 45   Points Achieved: ________
Complete each question.
*** Done in Blackboard ***

1. Which is true about unsupported products? 
a. Typically, service desks retain ownership of incidents relating to unsupported products. 
b. As long as analysts are familiar with unsupported products, they should try to help the customers with these products. 
c. Analysts should exhibit a "can do" attitude when faced with unsupported product questions.
d. Both A and C.

2. According to Help Desk Institute's 2013 Support Center Practices and Salary Report, more than what percentage of companies use voice mail to take after-hours calls?
a. 29%
b. 51%
c. 69%
d. 89%
3. What is the service provided by a long distance phone company that identifies the telephone number of the person calling?
a. caller identification
b. automatic number identification
c. computer telephony integration 
d. skills-based routing 
4. What kind of transfer is synonymous with a conference call?
a. hot transfer
b. quick transfer
c. cold transfer
d. warm transfer
5. What does the acronym ACD stand for?
a. Available Call Diagnostic
b. Attendant Call Distributor
c. Answering Call Identification
d. Automatic Call Distributor
 6. Which is true about a VRU?
a. It can provide the analyst with a history of the caller's previous incident.
b. It allows the collection of a unique identifier and then verifies something about the 
customer.
c. It enables screen pops.
d. Both A & B.
7. ITIL defines ____ as the effect an incident is having on the business.
a. priority
b. severity
c. urgency
d. impact
8. A speakerphone allows several people to participate in a call at the same time without the 
telephone receiver being held.
True or False
9. Two things that most frustrate customers are being placed on hold for an extended period of 
time and being transferred repeatedly. 
True or False
10. Voice over Internet Protocol is an automated form of taking messages from callers.
True or False
11. An estimated fix time is the time frame within which the support organization is expected to 
resolve an incident.
True or False
12. When dealing with customers over the phone, consistency is particularly important 
because it builds trust between the analyst and customer, and it teaches customers what 
they can expect when they call.
True or False
13. Instead of relating information over the phone, a service desk analyst may ask a customer to fax information, such as a form or a report that has an error message, so that the analyst can more accurately handle the incident.
True or False
14. Service desks that respond to calls in a consistent manner are perceived as more professional than those that do not.
True or False
15. When handling a customer's incident or service request over the phone, vary the order in which you ask the customer for pertinent information, as this will ensure that the customer pays attention and gives you the correct information.
True or False 
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	Environment
	Lab


Evaluator(s)
Instructor
Target Course Competencies
	1.
	Apply customer service telephone skills


Scoring Standard
You must achieve a rating of YES on each criterion to demonstrate competence.
Scoring Guide
	
	Criteria
	Ratings

	1.
	The questions were completed and submitted on time.
	Yes   No



LP 4 Technical Writing Skills
Overview/Purpose
This learning plan discusses the impact that technologies such as the Internet, email, instant messaging, chat, and knowledge management systems have had on the service desk in terms of how it collects information and delivers support. It also discusses how these changes have prompted the need for support professionals to add technical writing to their list of required skills. It also describes the characteristics of good technical writing and provides tips and techniques to help support providers improve their writing skills.
Target Competencies
	1.
	Compose service support documents

	
	Assessment Strategies

	
	1.1.
	Skill Demonstration

	
	1.2.
	Written Objective Test

	
	1.3.
	Written Product

	
	Criteria

	
	You will know when you are successful when:

	
	1.1.
	Learner creates a typed project that is submitted to their instructor based on provided instructions

	
	1.2.
	Learner participates in the class discussion

	
	1.3.
	Learner participates in the simulation exercises

	
	1.4.
	Learner completes assignments

	
	1.5.
	Learner exhibits effective work habits and attitudes

	
	1.6.
	Learner performs basic reading and writing skills

	
	1.7.
	Learner follows the instructions based on the information provided in the scenario

	
	1.8.
	Learner delivers concise reasoning for and against their topic

	
	Learning Objectives

	
	1.a.
	Employ common service desk documents to convey information.

	
	1.b.
	Improve writing skills.

	
	1.c.
	Recognize the characteristics of good technical writing.


Learning Activities
	1.
	READ Chapter 4 in your Customer Service Skills for the Service Desk Professional.

	2.
	COMPLETE the Technical Writing Skills Practice Project from the text.

	3.
	COMPLETE the Technical Writing Skills Assessment Task


Assessment Activities
	1.
	SUBMIT the Technical Writing Skills Practice Project from the text.

	
	Learning Materials

	
	Customer Service Skills for the Service Desk Professional
	

	2.
	SUBMIT the Technical Writing Skills Assessment Task

	
	Learning Materials

	
	Customer Service Skills for the Service Desk Professional
	



LP 4 Technical Writing Skills Assessment Task
Directions
Customer Satisfaction Assessment Task

IT Customer Service Fundamentals LP 4
Name: __________________________
Total Points Possible: 45 Points Achieved: ____________
Read each scenario carefully and provide a complete response.  Please submit your completed assignment to your instructor by attaching and uploading the Word document file.


1. Scenario:  Using the Standard Resolution format (example on pg. 153), briefly describe an incident that you recently encountered or were asked to help with.  Include details such as who, what, when, where, and how.  Document the incident and its resolution using the guidelines described in chapter 4. (15 pts)


2. Scenario: You are working at a service desk for Zippers International, Inc.  They make custom made Frisbees for high end clientele.  One of the computer technicians has determined that half of the computers throughout the company’s seven locations need to have the RAM upgraded to help run a new software package that will be installed within the next two weeks.  Your CIO has asked you to send out an email to all the technicians and technology managers throughout the company stating the procedure for installing the RAM (located on the HP Manual on Blackboard and your Program Flash Drive), what computers to look for, how much RAM to install, and the completion date. 

Your email should contain the following information: 
· Targeted computers: HP EliteDesk 800 G1 Ultra-Slim PC
· The computers will be upgraded from 4GB to 8GB
· This needs to be completed two weeks from the date the Assessment
· Task is due.
·  Email groups: Zipper Tech Managers and Zippers Computer Techs

Follow the Email Best Practices information in Chapter 4 of your text book.  Make sure your email has a subject line and a standard signature, and make sure you follow the grammar and spelling guidelines for the course.  Also, PROOFREAD, PROOFREAD, PROOFREAD!!!  (30 Pts)

	
Environment
	Lab


Evaluator(s)
Instructor
Target Course Competencies
	1.
	Compose service support documents


Scoring Standard
You must achieve a rating of YES on each criterion to demonstrate competence.
Scoring Guide
	
	Criteria
	Ratings

	1.
	The paper is submitted on time and complete based on project requirements presented to the student.
	Yes   No

	2.
	The student documents an incident and its resolution using the guidelines in the textbook.
	Yes   No

	3.
	The student creates an email using the relevant scenario information and follows the Email Best Practices as a guide.
	Yes   No

	4.
	The student's email has a subject line.
	Yes   No

	5.
	The student email has a standard signature.
	Yes   No

	6.
	The student's email has been proofread, and is free of grammar and spelling mistakes.
	Yes   No



LP 5 Difficult Customers
Overview/Purpose
This learning plan focuses on the leading causes of stress in customer support—handling upset, angry, and demanding customers and calming irate customers, and saying no to customers while maintaining their goodwill. It also includes specific techniques for handling difficult customer situations and minimizing the frustration and stress that support providers may feel afterwards.
Target Competencies
	1.
	Manage difficult customers

	
	Assessment Strategies

	
	1.1.
	Simulation

	
	1.2.
	Written Objective Test

	
	Criteria

	
	You will know when you are successful when:

	
	1.1.
	Learner delivers concise reasoning for and against their topic

	
	1.2.
	Learner follows the instructions based on the information provided in the scenario

	
	1.3.
	Learner performs basic reading and writing skills

	
	1.4.
	Learner exhibits effective work habits and attitudes

	
	1.5.
	Learner creates a typed project that is submitted to their instructor based on provided instructions

	
	1.6.
	Learner participates in the class discussion

	
	1.7.
	Learner participates in the simulation exercises

	
	1.8.
	Learner completes assignments

	
	Learning Objectives

	
	1.a.
	Respond to disgruntled customers.

	
	1.b.
	Employ proven techniques to handle difficult customers.

	
	1.c.
	Develop skills for a positive attitude.

	
	1.d.
	Identify positive steps to stay in control when working with difficult customers.


Learning Activities
	1.
	READ Chapter 5 in your Customer Service Skills for the Service Desk Professional.

	2.
	COMPLETE the Difficult Customers Practice Project from the text.

	3.
	COMPLETE the Difficult Customers Assessment Task


Assessment Activities
	1.
	SUBMIT the Difficult Customers Practice Project from the text.

	
	Learning Materials

	
	Customer Service Skills for the Service Desk Professional
	

	2.
	SUBMIT the Difficult Customers Assessment Task 

	
	Learning Materials

	
	Customer Service Skills for the Service Desk Professional
	



LP 5 Difficult Customers Assessment Task questions
Directions
Difficult Customers Assessment Task

IT Customer Service Fundamentals LP 5
Name: _________________
Total Points Possible: 45   Points Achieved: ________
Complete each question.
*** Done in Blackboard ***


1. When dealing with angry or abusive customers, which is the best course of action?
a. Be aware of your company’s policies regarding these types of issues.
b. Transfer the customer to an analyst who doesn’t get upset easily.
c. Handle the customer as you see fit, even if it means threatening legal action.
b. Hang up the phone immediately and make notes accordingly in the incident record.
 
2. Which is true about irate customers?
a. Some customers will become irate even if you have done your very best.
b. Customers typically start out being irate.
c. Your challenge is to ensure that your actions do not drive customers to their irate state.
d. Both A and C

3. Resisting the temptation to shout back at a customer who shouts at you is an example of which technique for staying in control?
a. Learning to respond, not react
b. Staying calm under pressure
c. Getting ready for your next call
d. Improving concentration

4. What should you do if a customer is furious because he cannot access his data and is in danger of missing a deadline?
a. Take responsibility for the customer missing his deadline.
b. Acknowledge the fact that the customer is upset.
c. Politely tell the customer that he should have started his work earlier.
d. Both A and B.

5. Which is the first step when handling difficult customer situations?
a. Let the customer vent.
b. Listen actively.
c. Get focused.
d. Acknowledge the customer's emotional state.

6. Verifying that the customer's incident has been resolved to the customer's satisfaction and hasn't recurred is an example of _____.
a. follow-through
b. active listening
c. follow-up
d. responsiveness

7. Typically, what does the left side of the brain handle?
a. emotion
b. sense of humor
c. linear thinking
d. creativity

8. When dealing with irate customers, it is important to pay attention to what is being said and why it is being said.
True or False

9. Finding humor in a stressful situation is an excellent stress-coping mechanism.
True or False

10. If you are upset after a call, it is best to answer another call as quickly as possible to clear your head. If you take a break, it is more likely the negative thoughts will remain through further calls.
True or False

11. When a person becomes extremely angry, the left side of the brain takes over.
True or False

12. It is important to remember that difficult customer situations are the exception, not the rule.
True or False

13. People experience the same degrees of anger and become angry at the same rate.
True or False

14. Is it important to know who is at fault in difficult customer situations, so they can be prevented in the future?
True or False

15. If you have reported a customer complaint to management once, there is no need to report it again.
True or False

	Environment
	Lab


Evaluator(s)
Instructor
Target Course Competencies
	1.
	Manage difficult customers


Scoring Standard
You must achieve a rating of YES on each criterion to demonstrate competence.
Scoring Guide
	
	Criteria
	Ratings

	1.
	The questions were completed and submitted on time.
	Yes   No



LP 6 Incidents & Problems
Overview/Purpose
This learning plan presents a methodical approach support providers can use to navigate the incident management process, along with proven problem-solving techniques to diagnose and solve incidents. It discusses the concept of incident ownership and describes when and how to communicate the status of incident resolution activities to customers and management. It also discusses how to use the problem management process to prevent incidents by identifying and eliminating the root cause of problems.
Target Competencies
	1.
	Resolve incidents and problems

	
	Assessment Strategies

	
	1.1.
	Presentation

	
	1.2.
	Skill Demonstration

	
	1.3.
	Written Objective Test

	
	Criteria

	
	You will know when you are successful when:

	
	1.1.
	Learner completes assignments

	
	1.2.
	Learner participates in the simulation exercises

	
	1.3.
	Learner participates in the class discussion

	
	1.4.
	Learner creates a typed project that is submitted to their instructor based on provided instructions

	
	1.5.
	Learner exhibits effective work habits and attitudes

	
	1.6.
	Learner performs basic reading and writing skills

	
	1.7.
	Learner follows the instructions based on the information provided in the scenario

	
	1.8.
	Learner delivers concise reasoning for and against their topic

	
	1.9.
	Learner works effectively and efficiently in their group to present information to the instructor and fellow students

	
	Learning Objectives

	
	1.a.
	Identify techniques to methodically solve incidents.

	
	1.b.
	Recognize when to take ownership of ongoing incidents.

	
	1.c.
	Employ the problem management process to focus on problem prevention.


Learning Activities
	1.
	READ Chapter 6 in your Customer Service Skills for the Service Desk Professional.

	2.
	COMPLETE the Incidents and Problems Practice Project in the text

	3.
	COMPLETE the Incidents and Problems Assessment Task


Assessment Activities
	1.
	SUBMIT the Incidents & Problems Practice Project from the text.

	
	Learning Materials

	
	Customer Service Skills for the Service Desk Professional
	

	2.
	SUBMIT the Incidents & Problems Assessment Task

	
	Learning Materials

	
	Customer Service Skills for the Service Desk Professional
	



LP 6 Incidents & Problems Assessment Task
Directions
Incidents & Problems Assessment Task

IT Customer Service Fundamentals LP 6
Name: __________________________
Total Points Possible: 45 Points Achieved: ____________
Read each scenario carefully and provide a complete response.  Please submit your completed assignment to your instructor by attaching and uploading the Word document file.
 
1. Develop a flowchart that explains the process of changing a flat tire. (20 pts) 

a. Start with the tire having air and being ok.
b. End the process with paying the cashier at the repair shop.
c. Find and use flowcharting software.
d. Include the flowchart file with this file when you upload your assignment. 

2. Develop a problem-solving checklist.  You can determine what the problem is (device or software), but you must meet the following criteria: (25 pts)

a. Must contain a minimum of 10 questions that can be used to diagnose the problem.
b. Use a flowchart (must be different from question 1) to show that the checklist you developed works. 

	Environment
	Lab


Evaluator(s)
Instructor
Target Course Competencies
	1.
	Resolve incidents and problems


Scoring Standard
You must achieve a rating of YES on each criterion to demonstrate competence.
Scoring Guide
	
	Criteria
	Ratings

	1.
	The paper is submitted on time and complete based on project requirements presented to the student.
	Yes   No

	2.
	The student creates a flowchart using the scenario subject matter.
	Yes   No

	3.
	The student researches and uses flowcharting software.
	Yes   No

	4.
	The student has properly submitted the flowchart file.
	Yes   No

	5.
	Create a problem-solving checklist.
	Yes   No

	6.
	Problem-solving checklist meets the minimum required diagnostic questions.
	Yes   No

	7.
	The problem-solving checklist is demonstrated to work by using a flowchart.
	Yes   No



LP 7 Business Skills
Overview/Purpose
This learning plan introduces some of the business topics and disciplines technical professionals may encounter when they join the workforce. It also describes advanced business skills that managers are increasingly requiring more senior technical professionals to acquire and use, such as project management, cost benefit analysis, and return on investment analysis.
Target Competencies
	1.
	Employ professional business skills

	
	Assessment Strategies

	
	1.1.
	Written Objective Test

	
	1.2.
	Skill Demonstration

	
	Criteria

	
	You will know when you are successful when:

	
	1.1.
	Learner participates in the simulation exercises

	
	1.2.
	Learner completes assignments

	
	1.3.
	Learner participates in the class discussion

	
	1.4.
	Learner delivers concise reasoning for and against their topic

	
	1.5.
	Learner follows the instructions based on the information provided in the scenario

	
	1.6.
	Learner performs basic reading and writing skills

	
	1.7.
	Learner exhibits effective work habits and attitudes

	
	1.8.
	Learner creates a typed project that is submitted to their instructor based on provided instructions

	
	Learning Objectives

	
	1.a.
	Acquire business skills used in the workplace.

	
	1.b.
	Develop presentation skills to communicate to a group of people.

	
	1.c.
	Develop advanced business concepts.


Learning Activities
	1.
	READ Chapter 7 in your Customer Service Skills for the Service Desk Professional.

	2.
	COMPLETE the Business Skills Practice Project from the text.

	3.
	COMPLETE the Business Skills Assessment Task


Assessment Activities
	1.
	SUBMIT the Business Skills Practice Project from the text.

	
	Learning Materials

	
	Customer Service Skills for the Service Desk Professional
	

	2.
	SUBMIT the Business Skills Assessment Task

	
	Learning Materials

	
	Customer Service Skills for the Service Desk Professional
	



LP 7 Business Skills Assessment Task
Directions
Business Skills Assessment Task

IT Customer Service Fundamentals LP7
Name: __________________________
Total Points Possible: 45 Points Achieved: ____________
Read each scenario carefully and provide a complete response.  Please submit your completed assignment to your instructor by attaching and uploading the Word document file.
 
1. Perform a cost-benefit analysis for a purchase that you have been recently contemplating. (15 pts) 

a. Document the goal that you are trying to achieve.
b. Submit a table that shows all of the costs and benefits of two or more of the products you want to purchase.
c. Analyze the costs and benefits, and select a product.
d. Document the reason for your decision. 

2. Using the group project from the PC Hardware Assessment course, present to the class a project status report.  You are successful when you have met the following criteria: (30 pts)

a. Must be a brief presentation to the class (around 5 minutes)
b. Use the project status report as your outline 

	Environment
	Lab


Evaluator(s)
Instructor
Target Course Competencies
	1.
	Employ professional business skills


Scoring Standard
You must achieve a rating of YES on each criterion to demonstrate competence.
Scoring Guide
	
	Criteria
	Ratings

	1.
	Create cost-benefit analysis that documents a goal the student is trying to achieve.
	Yes   No

	2.
	Create cost-benefit analysis that includes a table that shows all of the costs and benefits of two or more of the products the student wants to purchase.
	Yes   No

	3.
	Create cost-benefit analysis that analyzes the cost and benefits.
	Yes   No

	4.
	Create cost-benefit analysis that documents the students reasoning for their decision.
	Yes   No



LP 8 Teams & Team Players
Overview/Purpose
This learning plan discusses the fact that customer support is an ideal environment for working in teams due to the complexity of the work and the diversity of skills required. It will also help support providers understand their role in the service desk and the support organization, and how to respect and value their team members’ contributions.
Target Competencies
	1.
	Demonstrate skills for working in teams

	
	Assessment Strategies

	
	1.1.
	Skill Demonstration

	
	1.2.
	Research Paper

	
	1.3.
	Written Objective Test

	
	Criteria

	
	You will know when you are successful when:

	
	1.1.
	Learner participates in the class discussion

	
	1.2.
	Learner completes assignments

	
	1.3.
	Learner participates in the simulation exercises

	
	1.4.
	Learner creates a typed project that is submitted to their instructor based on provided instructions

	
	1.5.
	Learner exhibits effective work habits and attitudes

	
	1.6.
	Learner performs basic reading and writing skills

	
	1.7.
	Learner follows the instructions based on the information provided in the scenario

	
	1.8.
	Learner delivers concise reasoning for and against their topic

	
	1.9.
	Learner provides a research paper based on a provided topic

	
	Learning Objectives

	
	1.a.
	Recognize the characteristics of a successful team.

	
	1.b.
	Recognize the stages of growth that teams go through.

	
	1.c.
	Develop the skills needed to have positive working relationships.


Learning Activities
	1.
	READ Chapter 8 in your Customer Service Skills for the Service Desk Professional.

	2.
	COMPLETE the Teams & Team Players Practice Project from the text.

	3.
	COMPLETE the Teams & Team Players Assessment Task


Assessment Activities
	1.
	SUBMIT the Teams & Team Players practice project from the text.

	
	Learning Materials

	
	Customer Service Skills for the Service Desk Professional
	

	2.
	SUBMIT the Teams & Team Players Assessment Task

	
	Learning Materials

	
	Customer Service Skills for the Service Desk Professional
	



LP 8 Teams & Team Players Assessment Task
Directions
Team & Team Players Assessment Task

IT Customer Service Fundamentals LP 8
Name: __________________________
Total Points Possible: 45 Points Achieved: ____________
Read each scenario carefully and provide a complete response.  Please submit your completed assignment to your instructor by attaching and uploading the Word document file.
 
1. Scenario: Write a 1-page report that identifies at least two problems that most teams/groups encounter.  Include solutions for each problem. This report will require you to do research.  You will need to cite your sources correctly. 

	Environment
	Lab


Evaluator(s)
Instructor
Target Course Competencies
	1.
	Demonstrate skills for working in teams


Scoring Standard
You must achieve a rating of YES on each criterion to demonstrate competence.
Scoring Guide
	
	Criteria
	Ratings

	1.
	The report is a minimum of one-page long.
	Yes   No

	2.
	The report has at least two team/group problems.
	Yes   No

	3.
	The report includes solutions for each problem.
	Yes   No

	4.
	The report includes cited sources using the APA format.
	Yes   No



LP 9 Minimizing Burnout
Overview/Purpose
This learning plan deals with the fact that customer support is a stressful profession. It helps support providers determine the factors that may be causing them stress and provides specific techniques they can use to manage their stress, time, and workload as well as avoid the physical and emotional exhaustion—burnout—caused by long-term stress.
Target Competencies
	1.
	Minimize the effects of stressful situations

	
	Assessment Strategies

	
	1.1.
	Research Paper

	
	1.2.
	Written Objective Test

	
	Criteria

	
	You will know when you are successful when:

	
	1.1.
	Learner provides a research paper based on a provided topic

	
	1.2.
	Learner delivers concise reasoning for and against their topic

	
	1.3.
	Learner follows the instructions based on the information provided in the scenario

	
	1.4.
	Learner performs basic reading and writing skills

	
	1.5.
	Learner exhibits effective work habits and attitudes

	
	1.6.
	Learner creates a typed project that is submitted to their instructor based on provided instructions

	
	1.7.
	Learner participates in the class discussion

	
	1.8.
	Learner completes assignments

	
	1.9.
	Learner participates in the simulation exercises

	
	Learning Objectives

	
	1.a.
	Identify proven techniques to manage time wisely.

	
	1.b.
	Develop effective coping skills to reduce stress.

	
	1.c.
	Recognize the connection between time and stress management.


Learning Activities
	1.
	READ Chapter 9 in your Customer Service Skills for the Service Desk Professional.

	2.
	COMPLETE the Minimizing Burnout Practice Project from the text

	3.
	COMPLETE the Minimizing Burnout Assessment Task


Assessment Activities
	1.
	SUBMIT the Minimizing Burnout practice project

	
	Learning Materials

	
	Customer Service Skills for the Service Desk Professional
	

	2.
	SUBMIT the Minimizing Burnout Assessment Task

	
	Learning Materials

	
	Customer Service Skills for the Service Desk Professional
	



LP 9 Minimizing Burnout Assessment Task
Directions
Minimizing Burnout Assessment Task

IT Customer Service Fundamentals LP 9 
Name: __________________________
Total Points Possible: 45 Points Achieved: ____________
Read each scenario carefully and provide a complete response.  Please submit your completed assignment to your instructor by attaching and uploading the Word document file.
 
1. Create a BOD checklist for a typical school day. (20 pts) 

a. Must have at least 5 tasks.
b. Were there days that you felt disorganized?
c. Were there days that you felt organized?
d. Include tasks that could prevent the disorganization.


Evaluate your workspace in the MITS/CST lab.  Identify the items that may cause a loss of productivity, stress, and/or fatigue.  How would you improve them?  What changes would you make?  What basis do you have for your findings? (25 pts)


	Environment
	Lab


Evaluator(s)
Instructor
Target Course Competencies
	1.
	Minimize the effects of stressful situations


Scoring Standard
You must achieve a rating of YES on each criterion to demonstrate competence.
Scoring Guide
	
	Criteria
	Ratings

	1.
	Create a Beginning of Day checklist that describes a typical school day.
	Yes   No

	2.
	The BOD checklist must include a minimum of five tasks.
	Yes   No

	3.
	The BOD checklist answers the question, "Were there days the student felt disorganized?"
	Yes   No

	4.
	The BOD checklist answers the question, "Were there days the student felt organized?"
	Yes   No

	5.
	Identifies stress causing issues and how to the student would recommend improvements.
	Yes   No
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