Lesson Plan Title: Customer Service

Subject area:
Recommended course (s): '

° A\
Customer Service Family and .
Consumer Sciences

a department of career and technology education

Aligned to NASAFACS Standards:

10.3 Apply concepts of quality service to assure customer satisfaction.

Objectives:

10.3.2 Analyze the relationship between employee attitude, appearance, and
actions and guest or customer satisfaction.

Materials needed: Resources:

(resource) paper hand out with words and | | *Doing ordinary things extraordinarily
phrases well

* Envelopes *Going beyond what's expected

* Scissors *Adding value and integrity to every

* Prizes interaction

* Paper for brochure *Being at your best with every customer
*Discovering new ways to delight

* Use of computer and printer those you serve

*Taking care of the customer like you
would your grandmother

*Surprising yourself with how much you

Lesson Summary/Outline:

Photocopy one sheet from (resources) for every three participants. Cut out the words
or phrases. Put each set of cut up words or phrases in it's own envelope. Each
envelope should contain 24 pieces in all and there should be one envelope for each
group of three participants.




Motivator/Opening:

Play this game to motivate as an opening to a customer service lecture.

Activities:

Put students into groups of 3.

Give each student an envelope.
Students will race to put 7 customer
service phrases together.

After lecture assign students to make a
brochure over Customer- Focused
Employees.

*kkkkkkkkhkkhkhkkkkkkhhhhkhkhkhkhkkkkkkkkhhhkhkhkhkkkxx

This is Opening to Lecture
(under assignment, it would not print all
in template)

Lecture:
Customer Focused- Employees

Quality service occurs when customers
do not have to ask for anything. All of
their needs are anticipated and
provided. A customer focused
employee is an employee who can
anticipate customer needs.

Assignments:

Customer-Focuses Employees have the
following 6 characteristics.

1. They make immediate eye contact.(this
shows a willingness to serve. It also
communicates to the customer that you
are giving them your total attention.)

2. They have good posture.(Good posture
is an important part of all employees.
Your posture should be relaxed, but alert.
Your face should project an attitude of
enthusiasm.)

3. They Smile Warmly.(A smile is part of
the uniform. It communicates respect for
the customer. It also shows that you are
enjoying your job.)

4. They respond Quickly to customer
request.(Your attitude should be positive
and business like. Your response should
show concern for the customer and
willingness to help.)

5. They use the customer's name
whenever possible.(When customers hear
their names, they feel important and
welcome. When they feel important and
welcome they are more

likely to return to your business.)

6. They are clean and well Groomed.
(The image of a hospitality business
comes from the impression that is made b

Evaluation:

Grade brochure

Submitted by:

Lisa Cookson

Contact info:
Ketchum HS

Icookson@ketchumwarriors.com
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	Materials needed: (resource) paper hand out with words and phrases
* Envelopes
* Scissors
* Prizes
* Paper for brochure

* Use of computer and printer

	Resources: *Doing ordinary things extraordinarily well
*Going beyond what's expected
*Adding value and integrity to every interaction
*Being at your best with every customer
*Discovering new ways to delight
those you serve
*Taking care of the customer like you would your grandmother
*Surprising yourself with how much you 
	Activities: Put students into groups of 3.
Give each student an envelope.
Students will race to put 7 customer service phrases together. 
 
After lecture assign students to make a brochure over Customer- Focused Employees. 
*********************************************



This is Opening to Lecture
(under assignment, it would not print all in template) 

Lecture:
Customer Focused- Employees

Quality service occurs when customers do not have to ask for anything.  All of their needs are anticipated and provided.  A customer focused employee is an employee who can anticipate customer needs. 
	Assignments: Customer-Focuses Employees have the following 6 characteristics.
1. They make immediate eye contact.(this shows a willingness to serve.  It also communicates to the customer that you are giving them your total attention.)
2. They have good posture.(Good posture is an important part of all employees.  Your posture should be relaxed, but alert.  Your face should project an attitude of enthusiasm.)
3.  They Smile Warmly.(A smile is part of the uniform.  It communicates respect for the customer.  It also shows that you are enjoying your job.)
4.  They respond Quickly to customer request.(Your attitude should be positive and business like.  Your response should 
show concern for the customer and willingness to help.)
5.  They use the customer's name whenever possible.(When customers hear their names, they feel important and welcome.  When they feel important and welcome they are more
likely to return to your business.) 
6.  They are clean and well Groomed.
(The image of a hospitality business comes from the impression that is made b 
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	Motivator: Play this game to motivate as an opening to a customer service lecture. 
	Eval: Grade brochure
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