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Program Titl e: Cust omer Service Representative
Qccupati onal Area: Mar ket i ng
Secondary PSAV
Pr ogr am Nunber : 8848100 MBO7060
Cl P Nunber: 0208. 070600 0208. 070600
G ade Level : 9-12, 30, 31 30, 31
Lengt h: 4 Credits 600 Hours
Certification: RETAILING @ G RETAILING @ G
MKTG 1@2 MKTG 1@
TEACH CDE @ TEACH CDE @
DI ST ED @ DI ST ED @
ADVR PROM @ G ADVR PROM @ G
BANK FINC @ G BANK FINC @ G
HOTEL TRNG @ G HOTEL TRNG @ G
I NSURANCE @ G I NSURANCE @ G
MKTG MGMI @ G MKTG MGMI @ G
TRANSPORT @ @ G TRANSPORT @ @ G
VWHOLESAL @ G VWHOLESAL @ G
CTSO DECA DEX
Coop Met hod Yes Yes
Basic Skills
Mat h 9
Language 9
Readi ng 9

MAJOR CONCEPTS/ CONTENT: The purpose of this programis to prepare
students for enploynent in custoner service occupations such as
custoner service representative, custoner service consultant,
customer service agent, and custoner care manager. The programis
designed to prepare students for enploynment in entry |evel
positions involving custoner service activities.

The content includes interpersonal skills, custoner service and
selling concepts, math, keyboarding, comrunication skills, and
enpl oyability skills.

Instruction is structured to neet the requirenents for gainfu
entry |level enploynment in any custoner service industry areas such
as Fashi on Marketing, Finance and Credit, Food, I|nport/Export

Mar ket i ng, |nsurance, Tel ecomruni cations, Hospitality, and
virtually all other industry categories.

Li sted bel ow are the courses that conprise this program

8848110 Custoner Service
8848120 Custoner Service
8848130 Custoner Service
8848140 Custoner Service

A WNPF

LABORATORY ACTI VI TIES: Laboratory activities are an integral part
of this program and include the use of conputers and periphera
equi prrent .




SPECI AL NOTE: DECA, “An Association of Marketing Students”
(secondary), and Delta Epsilon Chi, “An Association of Marketing
Students” (postsecondary), are the appropriate career and
techni cal student organizations for providing | eadership |earning
experi ences and for reinforcing specific career and technica
skills. Career and Techni cal Student O ganizations, when

provi ded, shall be an integral part of the career and technica

i nstructional program and the activities of such organi zati ons
are defined as part of the curriculumin accordance with Rule 6A-
6. 065 (8), FAC.

Cooperative training (QJT), 8800410/ MB99990/0208. 9999CP, or ui ded
Wor kpl ace- Lear ni ng, 8300430/ D886300/ 1098. 8630CP, are highly
recomended to use with this programas a work-based | earning
experience. Wien QJT is offered, each student is required to have
a training agreenent and a training plan, signed by the student,
par ent / guar di an, teacher/coordi nator, and enployer. The training
pl an shall include a diverse list of instructional objectives and
on-the-job and in-school |earning experiences. The workstation
shall reflect equipnent, skills, and tasks relevant to the
occupation the student has chosen as a career goal. The student
must receive conpensation for work perforned.

VWhen Cui ded Workpl ace-Learning is offered, the student is all owed
to work a maxi num of 450 hours and nust participate, with the
wor k- based | earning site supervisor, in a preplacenent conference.
A wor k-based | earning plan nmust be devel oped to include the

| earni ng obj ectives, nethods of |earning, activities/
responsibilities, tine required, provisions for supervision, and
met hod(s) of student evaluation. Students nust al so neet a

m ni mum of once per week for the purpose of related instruction
and devel oprnental activities. Enployment nmay be either paid or
unpai d. (For additional information consult the Gui ded Wrkpl ace-
Lear ni ng franmework.)

It is highly recoomended that for every 20 students (or portion
thereof) enrolled in Marketing QJT and/or CGui ded Workpl ace
Lear ni ng, the teacher/coordi nator be given a m ni num of one hour
of QJT-coordination release tine per day for the purposes of
visiting students on the job and managi ng the cooperative nethod
of instruction.

The teacher/coordinator should visit each training site for the
pur pose of observation a m ni mum of once during each grading

peri od, preferably while the student is actually working. A second
contact each grading period for the purpose of evaluating the
student's progress in attaining the conpetencies listed in the
wor k- based | earning plan/training plan is highly recommended.

In accordance with Rul e 6A-10.040, FAC, the m ni num basic-skills
grade levels required for adult vocational students to conplete
this programare: Mathematics 9.0, Language 9.0, Reading 9.0.
These grade-I|evel nunbers correspond to grade-equival ent scores
obt ai ned on one of the state-designated basic-skills exam nations.
If a student does not neet the basic-skills level required for
conpl etion of the program renedi ati on should be provided
concurrently through Vocational Preparatory Instruction (VPl).

Pl ease refer to the Rule for exenptions.



SCANS Conpetencies: Instructional strategies for this program
must include nethods that require students to identify, organize,
and use resources appropriately; to work with each other
cooperatively and productively; to acquire and use information; to
under stand soci al, organi zati onal, and technol ogi cal systens; and
to work with a variety of tools and equi pment. Instructiona
strategi es nust al so incorporate nmethods to i nprove students
personal qualities, higher-order critical thinking skills, and
probl em sol ving, technical, and literacy skills.

To be transferabl e statew de between institutions, this

program course nust have been reviewed, and a “transfer val ue”
assigned the curriculumcontent by the appropriate Statew de
Cour se Nunbering Systemdiscipline coomittee. This does not
preclude institutions from devel opi ng specific program or course
articulation agreenments with each ot her

VWen offered at the postsecondary adult vocational level, this
program may be offered in courses. Vocational credit shall be
awarded to the student on a transcript in accordance with Section
230.643 F. S

VWhen a secondary student with a disability is enrolled in a
vocational class with nodifications to the curricul um franework,
the particul ar outcomes and student perfornmance standards, which
the student must master to earn credit, nust be specified on an

i ndi vidual basis. The job or jobs for which the student is being
trained should be reflected in the student’s desired postschoo
out cone statenent on the Transition Individual Education Plan
(Transition | EP)

I V. | NTENDED QUTCOMVES: After successfully conpleting appropriate
course(s) for each Cccupati onal Conpletion Point of this program
the student will be able to performthe foll ow ng:

OCCUPATI ONAL COVPLETI ON PO NT - DATA CODE - A
CALL CENTER REPRESENTATI VE 1- Industry Title

01.0 Denonstrate know edge of identification and classification
of customer services.

02.0 Denonstrate technology literacy appropriate to custoner
servi ce.

03.0 Describe and denonstrate human rel ations skills necessary
for success in custoner service

04.0 Denonstrate conmunication skills necessary for success in
cust onmer service

05.0 Identify term nology unique to customer service operations.

06.0 Describe call center representative duties and
responsi bilities.

07.0 Explain and performtel ephone activities unique to custoner
servi ce.

08.0 Identify custoner service activities.
09.0 Denonstrate job seeking and enployability skills.
10.0 Develop a plan for a career in customer service.

OCCUPATI ONAL COVPLETI ON PO NT - DATA CODE - B
CALL CENTER REPRESENTATI VE 2- Industry Title



02.

04.

06.

oleoloNe] o

o

Denonstrate technology |literacy appropriate to custoner
servi ce.

Denonstrate comunication skills necessary for success in
cust onmer service

Describe call center representative duties and
responsibilities.

Expl ai n and performtel ephone activities unique to custoner
servi ce.

Identify customer service activities.

Denonstrate job seeking and enployability skills.

Devel op a plan for a career in custoner service

Descri be | eadershi p and organi zational skills necessary for
success in customer service.

Uilize effective techniques and procedures for selling
cust onmer services.

Denonstrate basic math operations relevant to custoner
servi ces.

Denonstrate an understanding of a client's business,
pol i cies, and procedures.

OCCUPATI ONAL COVPLETI ON PO NT - DATA CODE - C
CUSTOVER CARE REPRESENTATI VE - Industry Title

13.

15.

16.
17.

18.

19.

0

0

Denonstrate basic math operations relevant to custoner
servi ces.

Denonstrate hi gher order human rel ations skills necessary
for success in customer service occupations.

Denonstrate higher order ability to comrunicate skillfully.
Denonstrate an awar eness of nanagenent functions and
organi zati onal structures.

Denonstrate an understandi ng of basic contractua

obl i gati ons.

Per f orm hi gher order keyboarding activities and use of

of fice equi pnent appropriate to customer service.

OCCUPATI ONAL COVPLETI ON PO NT - DATA CODE - D
CUSTOVER CARE COACH - Industry Title

20.

21.
22.

23.

24,

25.
26.

0

0
0

Anal yze inpact and rel ationship of government regul ations
and comunity invol verent of managenent deci sions.
Denonstrate an advanced ability to communi cate skillfully.
Uilize higher order effective techniques and procedures for
selling customer services.

Denonstrate hi gher order math operations relevant to

cust onmer services.

Per f orm hi gher order keyboarding activities and use of

of fice equi pnent appropriate to customer service.
Denonstrate perfornmance of supervisory/ managenent functions.
Denonstrate an under st andi ng of busi ness ownership.



CUSTOVER SERVI CE REPRESENTATI VE
8848100/ MBO7060/ 0208. 070600

CUSTOMER SERVICE 4
8848140
4 Credits/600 Hours

DATA CODE D
Customer Care Coach -
Industry Title

CUSTOMER SERVICE 3
8848130
3 Credits/450 Hours

DATA CODEC
Customer Care

Representative -
Industry Title

CUSTOMER SERVICE 2
8848120
2 Credits/300 Hours

DATA CODE B
Call Center Representative 2 -
Industry Title

CUSTOMER SERVICE 1
8848110
1 Credit/150 Hours

DATA CODE A
Call Center Representative 1 -
Industry Title
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STUDENT PERFORMANCE STANDARDS

Program Titl e: Cust omer Service Representative
Post secondary Nunber: MB07060

OCCUPATI ONAL COVPLETI ON PO NT - DATA CODE - A
CALL CENTER REPRESENTATIVE 1 - Industry Title

01.0 DEMONSTRATE KNOW.EDGE OF | DENTI FI CATI ON AND CLASSI FI CATI ON OF
CUSTOVER SERVI CES- - The student will be able to:

01.01 Define customer, custoner service, and quality.

01.02 Explain the nature of quality custoner/client relations.

01.03 Denonstrate ability to handl e custoner inquiries/conplaints.

01.04 Denonstrate ability to handle difficult custoners.

01.05 Interpret company policies to custoner/clients.

01.06 dassify custoner services according to nature and
characteristics of the activity.

01. 07 Denonstrate conpetence in resolving custoner problens
t hrough clarifying, explaining policy/procedure, and com ng
to a consensus.

01.08 Explain the inmportance of stress managenent as it relates
to job performance.

02.0 DEMONSTRATE TECHNOLOGY LI TERACY APPROPRI ATE TO CUSTOMER SERVI CE- -
The student will be able to:

02.01 Identify types of technol ogy, systens, and software used in
cust onmer service

02. 02 Describe applications of technology in customer service
(e.g., file managenent, e-mail nanagenent).

02.03 Di scuss ethical issues involving the use of technol ogy,
enpl oyer/ enpl oyee rel ati onshi ps, and custoners.

02.04 Denonstrate proficiency with touch keyboarding skills to
enter and mani pul ate text and dat a.

02.05 Denonstrate conputer literacy by produci ng docunents
generated by word processing software.

02.06 Explain relationship between database managenent and cal
centers.

02.07 Enpl oy current and emergi ng conputer technol ogy and software
to perform custoner service rel ated tasks.

02.08 Denonstrate use of el ectronic conmuni cation and networ ki ng
systens (e.g., fax, e-mail, voice mail, Internet).

02.09 Research current and energi ng tel ecommunications systens.

02.10 Anal yze situations in which technol ogy can positively and
negatively inpact custoner service.

03.0 DESCRI BE AND DEMONSTRATE HUMAN RELATI ONS SKI LLS NECESSARY FOR
SUCCESS I N CUSTOVER SERVI CE- - The student will be able to:

03.01 Model punctuality, initiative, courtesy, loyalty, honesty,
respect, responsibility, fairness, and trustwort hiness.

03.02 List acceptable health and groom ng habits.

03. 03 Expl ain inportance of adhering to absentee and tardy policy.

03.04 Exhibit the ability to work as a team pl ayer.



04.

05.

0

0

03.

03.

03.

03.

03.

03.

05

06

07

08

09

10

Di scuss and devel op the human relations skills essential for
successful entry and progress in the custonmer service field.
Model enpat hy, conpassion, caring, enthusiasm integrity,
positive attitude, self notivation, and responsible

behavi or.

Denonstrate orderly and systemati c behavior (follow chain of
conmmand) .

Expl ain the i nportance of working effectively with persons
from di ver se backgrounds.

Denonstrate ability to maintain professional respect for co-
wor kers and customers w t hout prejudice.

Denonstrate conflict and dispute resolution techni ques for
effective teamwork.

Denonstrate techni ques to persuade and convi nce others.
Expl ai n i nportance of self-managenent when m ni mum direction
and supervision are given.

Describe ethical situations in the custonmer service field.
Descri be inportance and benefits of time managenent, both

pr of essi onal and personal

Prepare a tinme nanagenent anal ysis.

Use a personality inventory for personal inprovenent.

Enpl oy feedback for personal and professional growth.
Denonstrate ability to adjust to change.

Exhi bit corporate and professional etiquette.

DEMONSTRATE COMVUNI CATI ON SKI LLS NECESSARY FOR SUCCESS | N CUSTOVER

SERVI CE--The student will be able to:

04.

04.

04.

04.

04.

04.

04.

04.

04.

04.

04.

01

02

03

04

05

06

07

08

09

10

11

Rol e-pl ay greeting and assisting visitors and clients in a
pr of essi onal manner.

Denonstrate appropriate use of grammar, vocabul ary, diction
and body | anguage for delivering professional custoner

servi ce.

Identify appropriate conversation for work-related settings.
Model prof essional vocabul ary appropriate for the work

envi ronnent .

Denonstrate ability to communicate in a multi-cul tural
setting.

Denonstrate ability to interact with customers, co-workers,
and supervisors in a logical, clear, understandable, and
effective nmanner.

Descri be and denonstrate |istening, speaking, and non-verba
skills necessary to determ ne custoner needs.

Identify major barriers to listening and denonstrate

techni ques to overcomne those barriers.

Expl ain the inportance of using a pleasant tone of voice,
smling, making eye contact, naintaining proper posture,
listening, being prepared to answer questions, using
customer’ s name, handling customer conpl aints, and thanking
t he custoner.

Denonstrate ability to focus on problem not person, so as
to avoi d becom ng defensive

Monitor witten, oral, and el ectronic sources of information
and materials relevant to delivering accurate custoner

servi ce.

| DENTI FY TERM NOLOGY UNI QUE TO CUSTOMER SERVI CE OPERATI ONS- - The

student will be able to:



06.

07.

0

0

05.01 Identify and define commonly used customer service terns
such as credit, adjustnents, conplaints, delivery service,
and internal and external custoners.

05.02 Identify and record customer service data using current
t er m nol ogy.

DESCRI BE CALL CENTER REPRESENTATI VE DUTI ES AND RESPONSI BI LI Tl ES- -
The student will be able to:

06.01 Identify different types of call centers.

06. 02 Discuss the role of the custoner service specialist.

06.03 Identify benefits of customer service.

06.04 Identify reasons for providing customer service.

06. 05 Descri be the custoner-service m ndset.

06.06 Identify factors to be considered when deci di ng which
customer services to provide

06. 07 Conpare various types of customer service (e.g., nass
mar ket, departnment store, specialty).

06. 08 Explain the inmportance of good custoner service relations to
a busi ness.

06. 09 Descri be inmportance of possessing adequate know edge of
services and products to performthe custoner service job
conpetently.

06. 10 Denonstrate met hods of communi cating with customers to
identify their needs and expectations.

06.11 Di scuss inportance of accuracy, efficiency, and foll ow
t hrough when dealing with custoners.

06.12 Denonstrate met hods of communicating with customers to
identify their problens and expectati ons.

06.13 Identify major areas of custoner conplaints (e.g., product,
per sonnel , business).

06.14 List the costs, tangible and intangible, of conplaints to
both t he sal esperson and busi ness.

06.15 Expl ain how to handl e custoner inquiries/conplaints
i ncl udi ng appropriate docunentati on.

06.16 Identify types of resources to be used in resolving the
probl ens and satisfying the needs of customers.

06.17 ldentify types of difficult customers (e.g., disagreeable,
dom neeri ng/ superior, suspicious, slow nethodical
di shonest) .

06.18 Expl ain procedures for handling difficult internal and
external custoners.

06.19 Identify possible actions that |ead to custoner
sati sfaction.

06.20 Identify the ways that the | evel of customer service may
af fect conpany success.

06.21 Identify the ways that the reputation of a business is
i nfl uenced by customner satisfaction

06. 22 Recogni ze the inportance of stress managenent as it relates
to job performance.

06. 23 Denonstrate an understandi ng of gender, age, disability, and
cultural courtesy.

EXPLAI N AND PERFORM TELEPHONE ACTI VI TI ES UNI QUE TO CUSTOVER
SERVI CE--The student will be able to:

07.01 Denonstrate techniques for nmaking a positive first
i npression or continue a positive relationship using the
t el ephone (e.g., vocabulary, voice quality and tone,
gramrar, courteousness, rapport).
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10
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12
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16

17

Identify and denonstrate techni ques of placing, answering,
screening, placing on hold, and directing tel ephone calls.
Identify and denonstrate procedures for recordi ng and

rel ayi ng accurate nessages.

Expl ai n procedures for dealing with an obscene tel ephone
call.

Identify conponents of a customer service call

Denonstrate use of the tel ephone as a custonmer service too
to gather, receive, record, and convey accurate and conpl ete
information in a professional and courteous nanner
Denonstrate active listening skills.

Denonstrate ability to organi ze i deas and conmuni cate ora
nmessages appropriate to listener and situation

Revi ew gui delines to inform custoners of order receipt,
prices, shipping date, and del ays.

Describe a positive and caring tel ephone voi ce.
Denonstrate techniques for dealing with an irate or upset
caller, remenbering that “the custoner is always right.”
Model the inpact of facial expression on tone of voice.
Expl ai n i nportance of maintaining a tel ephone | og.
Denonstrate ability to naintain a tel ephone | og accurately
and in accordance w th organi zati on procedures.
Denonstrate ability to access voice nmail and record

i nformati on accurately and neatly and note if response is
required.

Denonstrate ability to retrieve messages from an answering
machi ne and record information accurately and neatly and
note if response is required.

Practice logging in and out of tel ephone systens.

| DENTI FY CUSTOVER SERVI CE ACTIVITIES--The student will be able to:

08.
08.
08.
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08.
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08.
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01
02
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04

05

06

07
08

09
10

11

12

13

14

15

Rol e- pl ay appropriate custoner greetings.

Descri be how an enpl oyee represents the firmto customers.
Expl ai n techni ques to bal ance responsi ve tel ephone service
with in-store service.

Denonstrate ability to determ ne the individual custoner's
need for specific types of product support and custoner
servi ces.

Di scuss the inportance of suggestive selling of
conpl i mentary goods/ servi ces.

Denonstrate know edge of current and potential custoner
services offered by sel ected marketing organi zati ons.
Denonstrate ability to overcone objections.

Explain role of customer mailing lists in the custoner
service industry.

Rol e- pl ay thanking the custoner using appropriate English.
Expl ai n nmet hods of observation that can be used to obtain
customer’s surnane.

Di scuss inmportance of custoner foll ow up including those

i nstances when witing a thank you note could be

appropri ate.

Descri be techniques for identifying and satisfying custoner
needs/ want s/ pr obl ens.

Expl ai n techni ques for determ ning customer nerchandi se/
service interests.

Di scuss techni ques for recogni zing and responding to

cust omer preference(s).

Expl ai n i nportance of listening to customer needs/wants/
pr obl ens.



09.

0

08.
08.
08.
08.

08.

16
17
18
19

20

Expl ai n i mportance of product know edge, features, and
benefits to successful cross selling.

Denonstrate ability to obtain custonmer conmtnent.
Model rmnet hods of resol ving customer conplaints.

Di scuss inmportance of assisting customer in |ocation of
desired iten(s).

List abilities and qualities custonmers expect.

DEMONSTRATE JOB SEEKI NG AND EMPLOYABI LI TY SKILLS--The student will

be able to:

09.
09.

09.
09.
09.

09.
09.
09.
09.
09.
09.
09.
09.

09.
09.

09.
09.

09.

09.

09.

09.

09.

09.

01
02

03
04
05

06
07
08
09
10
11
12
13

14
15

16
17

18

26

27

28

29

30

Identify resources used in a custoner service job search
Identify steps of the job application process including
researching the conpany prior to an intervi ew and obt ai ni ng
proper documentation (e.g., green card).

Locate conpany site on the Internet.

Identi fy docunentation needed prior to seeking enpl oynment.
Di scuss inmportance of drug tests and crim nal background
checks in identifying possible customer service enpl oynment
opportunities.

Denonstrate appropri ate dress and groom ng for enpl oynment.
Li st docunments an enployer is required to have conpl eted by
an enpl oyee for payroll and eligibility purposes.

Arrange for personal references.

Prepare a neat, legible resune (traditional and electronic).
Prepare a job application letter for a custoner service
posi tion.

Read and accurately conplete job application fornms for
customer service positions.

Participate in a behavioral job interview by role playing as
an interviewer and an applicant.

Denonstrate nethods for handling illegal interview and
application form questions.

Conpose a set of questions to ask of an interviewer.
Participate in pre-enploynment testing (e.g., sinulations,
tel ephone interview, telephone screening).

Conduct an interview follow up.

Li st procedures to foll ow when accepting an enpl oynent

of fer.

IIlustrate an understanding of the appropriate techniques to
use when changi ng j obs.

Descri be appropriate nethods for resigning froma position
Identify reasons for term nation

Prepare a letter of resignation.

Identify and denonstrate appropriate responses to feedback
from supervi sors.

Identify and denonstrate acceptable work habits.
Denonstrate acceptabl e health and hygi ene habits.

Di scuss exanpl es of conpany standards, policies, and

pr ocedures.

Expl ai n i nportance of follow ng accepted rul es, regul ations,
policies, and workpl ace safety guidelines.

Descri be inportance of producing quality work and neeting
per f or mance st andards.

Describe inplications of racial, ethnic, regional
educational, social, and age differences.

Denonstrate attitudes and behaviors that elimnate
stereotypi ng, gender bias, and recogni ze the val ue of
cultural diversity.

Denonstrate ability to work as a team nenber.

10



10.

0

09. 31 Denonstrate a strong work ethic and a positive attitude both
personal Iy and professionally.

09. 32 Recogni ze the inportance of the efficient use of materials
and space on the job.

09. 33 Denonstrate an understandi ng of ethical business practices.

09. 34 Explain the inportance of confidentiality in the workplace
concerning any witten, oral, or technically transmtted
i nformati on pertaining to personnel, custoners, or
materi al s.

09.35 Cbtain letters of reference sunmarizi ng wor k/vol unt eer
experi ences.

DEVELOP A PLAN FOR A CAREER I N CUSTOVER SERVI CE- - The student will
be able to:

10. 01 Di scuss the advantages and di sadvantages of working in the
custoner service field.

10.02 ldentify personal qualities necessary to be successful as a
customer service representative

10. 03 Research a custoner service occupation

10.04 Diagram a career path for the custoner service associate.

10.05 Wite a job description for a custoner service associ ate.

10.06 ldentify the educational requirenents and work experience
needed for a customer service associate

10.07 ldentify personal qualities and skills necessary for job
enhancenent and career devel opnent in the customer service

field.
10. 08 Devel op forms of docunentation for inclusion in a career
portfolio.

OCCUPATI ONAL COVPLETI ON PO NT - DATA CODE - B

02.

04.

06.

0

0

0

CALL CENTER REPRESENTATI VE 2- Industry Title

DEMONSTRATE TECHNOLOGY LI TERACY APPROPRI ATE TO CUSTOMVER SERVI CE- -
The student will be able to:

02.11 Denonstrate conputer literacy by produci ng docunents
gener ated by dat abase and spreadsheet software.

02.12 Enpl oy reference materials such as on-line help, vendor
bulletin boards, tutorials, and manuals avail able for
application software.

02.13 Enpl oy conputer networks (e.g., Internet, on-line databases,
e-mail) to facilitate coll aborative or individual |earning
and communi cati on.

DEMONSTRATE COVMUNI CATI ON SKI LLS NECESSARY FOR SUCCESS | N CUSTOVER
SERVI CE--The student will be able to:

04.12 Denonstrate techniques for witing letters and nenoranduns
appropriate to the particul ar audi ence (e.g., nmanagenent,
customers, co-workers, manufacturers).

04.13 Mnitor witten, oral, and el ectronic sources of information
and materials relevant to delivering accurate custoner
servi ce.

04.14 Conpose e-mail and business letters.

04.15 Denonstrate effective probing skills.

DESCRI BE CALL CENTER REPRESENTATI VE DUTI ES AND RESPONSI BI LI TI ES - -
The student will be able to:

11



06.24 ldentify potentially difficult custonmers and strategies to
nmeet their needs.

06. 25 Expl ain differences between consumer rights and busi ness
responsibilities.

06. 26 Explain differences between internal and external custoners
(e.g., productivity, notivation, commtnent, and stress
managenent vs. order taking, handling routine inquiries and
application questions, and probl em sol ving).

06. 27 Exhibit howto interpret policies to internal and externa
cust oners.

06.28 Exhibit sensitivity to internal and external custoner needs.

06.29 dassify custoner services according to nature and
characteristics of the activity.

06.30 Cassify custoner services considered primary or essential
and those consi dered secondary or optional

06. 31 Revi ew nmet hods to resol ve custoner problens through
clarifying, explaining policy/procedure, and conmng to a

consensus.
06. 32 Anal yze the rel ationship between public relations and
mar ket i ng.
06. 33 Denpnstrate nethods to initiate and naintain client account
records.

06.34 Prepare statenments for clients.

07.0 EXPLAIN AND PERFORM TELEPHONE ACTI VI TI ES UNI QUE TO CUSTOVER
SERVI CE--The student will be able to:

07.18 Assume accountability for the technical and custoner
services provided during service calls.

07.19 Denonstrate ability to maintain a file of addresses and
t el ephone nunbers.

08.0 | DENTIFY CUSTOVER SERVI CE ACTIVITI ES--The student will be able
to:

08.19 Discuss inportance of changing displays to maintain customner
i nterest.

08. 20 Expl ain the concepts of narket segnmentation and niche
mar ket i ng.

09. 0 DEMONSTRATE JOB SEEKI NG AND EMPLOYABI LI TY SKI LLS--The student
wll be able to:

09.36 Create and naintain an enployability portfolio denonstrating
awar eness of personal abilities, interests, and skills as
they relate to seeking enpl oynent.

09.37 ldentify qualities typically required for pronotion and job
advancenent (e.g., productivity, dependability,initiative,
responsibility).

09.38 Practice providing direction and assi stance to ot her team
menbers by acting as a role nodel, coach, and notivator

09.39 Illustrate working i ndependently with little supervision

09.40 Identify how to prepare for job separation and reenpl oynent.

09.41 Relate the inportance of quality control in job performance
(TQV .

09.42 Participate in a job shadowi ng experience.

09. 43 Denonstrate know edge of how to nake job changes
appropriately.
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10.0 DEVELOP A PLAN FOR A CAREER I N CUSTOVER SERVI CE- - The student wil |
be able to:

11.

12.

13.

0

0

0

10. 09 Prepare and inpl enent an individual career and education

pl an for continuous career devel opment.

DESCRI BE LEADERSH P AND ORGANI ZATI ONAL SKI LLS NECESSARY FOR

SUCCESS I N CUSTOVER SERVI CE- - The student will be able to:

11.

11.

11.

11.

11.
11.

06

07

08

09

10
11

Describe qualities of an effective |eader

Describe different types of |eadership.

Identify and utilize the planning process.

Qutline steps utilized in problemresolution when dealing
with custoners.

Qutline and apply steps used in decision-naki ng when deal i ng
Wi th custoners.

Work cooperatively within a group to achi eve organizationa
goal s.

Describe the role of the vision and mission statenent in a
customer service organization

Expl ai n how i nnovati on and efficiency inpact the custoner
service organi zation

Display the ability to adjust behavior as appropriate to the
situation, listening and responding with appropriate
manners.

Model personal responsibility for the welfare of others.
Model appropriate technique for shaking hands as a

pr of essi onal

UTI LI ZE EFFECTI VE TECHNI QUES AND PROCEDURES FCOR SELLI NG CUSTOVER

SERVI CES- - The student will be able to:

12.

12.

12.

12.

12.
12.

12.
12.
12.

12.

01

02

03

04

05
06

07
08
09

10

Denonstrate how to i ncrease total sales volune by selling
conpl ementary services to the main product(s).

Denonstrate know edge of current and potential custoner
services offered by sel ected marketing organi zati ons.
Denonstrate the ability to determ ne the individua
customer’s need for specific types of product support

cust onmer services.

Expl ain the “val ue added” concept as it applies to custoner
servi ces.

Eval uate ability to overcone objections.

Denonstrate ability to identify and satisfy custoner
needs/ want s/ pr obl ens.

Eval uate ability to obtain customer comntnment.

Identify and denonstrate cross-selling techniques.

Expl ai n concept of "product” as an ingredient in the

mar keting m x.

Explain the relationship of economic utilities and custoner
servi ces.

DEMONSTRATE BASI C MATH OPERATI ONS RELEVANT TO CUSTOVER SERVI CE- -

The student will be able to:

13.
13.

13.

01
02

03

Per f orm basi ¢ conmput ati onal operations.

Sol ve work-rel ated probl ens using whol e nunbers, fractions,
decimal s, ratios, and percentages.

Qperate a 10-key keypad.
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14.0 DEMONSTRATE AN UNDERSTANDI NG OF A CLIENT'S BUSINESS, POLICIES, AND

PROCEDURES- - The student will be able to:

14.01 ldentify client's m ssion and objectives.

14.02 ldentify the type of business in which the client is
engaged.

14.03 ldentify custoner service guidelines.

14.04 ldentify procedure for logging in and out of client's
system

14.05 ldentify correct screen managenent techniques.

14.06 ldentify codes for different procedures.

14.07 ldentify data entry guidelines including procedure for error
editing and correction

14.08 ldentify procedure to obtain assistance (i.e., help desk,
on-1line help).

14.09 Denpnstrate ability to receive and process calls per
client's guidelines.

14.10 Practice taking orders, requests, etc., as required by
client.

OCCUPATI ONAL COVPLETI ON PO NT - DATA CODE - C

13.

15.

16.

0

0

0

CUSTOVER CARE REPRESENTATI VE- I ndustry Title

DEMONSTRATE BASI C MATH OPERATI ONS RELEVANT TO CUSTOVER SERVI CES- -
The student will be able to:

13. 04 Denpnstrate correct procedures for handling major types of
sal es transacti ons.
13. 05 Reconcil e a custoner account.

DEMONSTRATE HI GHER ORDER HUMAN RELATI ONS SKI LLS NECESSARY FOR
SUCCESS | N CUSTOVER SERVI CE OCCUPATI ONS- - The student will be able
to:

15.01 ldentify benefits of professional staff devel opment (e.g.
wor kshops, conferences, course work, and nmenbership in
pr of essi onal associ ati ons).

15.02 Explain the need for enployee eval uati ons, describe the
procedures used in the evaluation process, and identify the
consequences of positive or negative perfornmance appraisals.

15. 03 Descri be nethods used to conpensate enpl oyees (e.g., wages,
sal ary, comm ssion).

15.04 Practice accurately answering call center representative
guestions on policies, procedures, and systens.

15.05 Practice guiding call center representatives through
reference materials.

15.06 Practice nonitoring and providing coaching and feedback to
call center representatives.

15.07 ldentify a variety of action plans to educate new hires.

DEMONSTRATE H GHER ORDER ABI LI TY TO COVWLUNI CATE SKI LLFULLY- - The
student will be able to:

16.01 G ve oral reports to denonstrate the ability to express
oneself in a concise, tinely, and professional manner

16. 02 Denpnstrate effective probing skills.

16. 03 Denpnstrate effective comuni cati on of inpact of a business
deci si on.
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17.0 DEMONSTRATE AN AWARENESS OF MANAGEMENT FUNCTI ONS AND
ORGANI ZATI ONAL STRUCTURES- - The student will be able to:

17.01 ldentify the different |evels of nanagenent.

17.02 ldentify, conpare, and contrast the various fornms of
busi ness ownership (e.g., sole proprietorship, partnership,
corporation, franchise) and other organizational structures
(nonprofit organi zati ons, government agencies).

17.03 Conpare and contrast the | egal procedures and processes
i nvol ved when est abli shing busi ness ownership (e.g., sole
proprietorship, partnership, limted partnership, joint
ventures, limted partnership associations, registered
partnerships with [imted liability, limted liability
corporation, corporation, franchise).

17. 04 Conpare and contrast the advantages and di sadvant ages of
each type of business ownership based upon conplexity and
ri sk of | egal procedures and processes.

17. 05 Denpnstrate know edge of procedures, systens, and reference
materi al s.

18. 0 DEMONSTRATE AN UNDERSTANDI NG OF BASI C CONTRACTUAL OBLI GATI ONS- - The
student will be able to:

18. 01 Denpnstrate an understandi ng of contractual rel ationships.

18. 02 Explain how an offer and acceptance can create contractua
rights and duti es.

18.03 ldentify people who | ack contractual capacity.

18. 04 Descri be breach of contract and the renedi es avail abl e when
a contract is breached.

18. 05 Define an agency relationship and |ist the ways that agency
rel ati onshi ps may be created.

18.06 ldentify which applicants may be asked to participate in
testing (e.g., aptitude, psychol ogi cal, polygraph, drug).

19.0 PERFORM H GHER ORDER KEYBOARDI NG ACTI VI TI ES AND USE OF OFFI CE
EQUI PMENT APPROPRI ATE TO CUSTOVER SERVI CE- - The student will be
able to:

19. 01 Key and apply formatting principles.
19.02 Qbtain and transmt credit information
19. 03 Perform basi c conputer operations.

OCCUPATI ONAL COVPLETI ON PO NT - DATA CODE - D
CUSTOVER CARE COACH - Industry Title

20.0 ANALYZE | MPACT AND RELATI ONSH P OF GOVERNVENT REGULATI ONS AND
COVMUNI TY | NVOLVEMENT ON MANAGEMENT DECI SI ONS- - The student will be
able to:

20.01 Understand anti-trust | aws and how they affect corporate
behavi or.

20.02 Describe the pros and cons of various |evels of conmunity
i nvol venent by a busi ness.

20. 03 Describe how tax policies affect a business.

20. 04 Describe how licensure requirenments affect a business.

20. 05 Descri be how governnent regul ations affect a business.

20.06 ldentify and eval uate vari ous ways in which gover nnent
affects busi ness.
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21.

22.

23.

24,

25.

26.

0

0

0

0

0

0

DEMONSTRATE AN ADVANCED ABI LI TY TO COMWUNI CATE SKI LLFULLY- - The
student will be able to:

21.01 Prepare a variety of categories/structures of nmessages.
21.02 Practice providing witten/verbal feedback that is clear
conci se, and prof essi onal

UTI LI ZE H GHER ORDER EFFECTI VE TECHNI QUES AND PROCEDURES FOR
SELLI NG CUSTOMVER SERVI CES--The student will be able to

22.01 Develop a witten feature-benefit analysis sheet for a
speci fied customer service.

22.02 Effectively critique a sales denonstration involving
cust onmer services.

22.03 Denonstrate effective suggestion selling techniques to solve
client problens.

22.04 Develop an action plan to inprove call center representative
sal es performance

DEMONSTRATE H GHER ORDER MATH OPERATI ONS RELEVANT TO CUSTOVER
SERVI CES- - The student will be able to:

23.01 Conpl ete an invoice and purchase order return

23.02 Cal cul ate di scount dates, due dates, and anmount of paymnent.
23.03 Read charts and graphs.

23.04 Post debits and credits.

23.05 Cal cul ate basis points.

PERFORM HI GHER ORDER KEYBOARDI NG ACTI VI TI ES AND USE OF OFFI CE
EQUI PMENT APPROPRI ATE TO CUSTOVER SERVI CE- - The students will be
able to:

24.01 Obtain information, schedule, place orders, and route using
e-mail, tel ephone, fax, Internet, and other conmunication
and cal cul ati ng devi ces.

DEMONSTRATE PERFORMANCE OF SUPERVI SORY/ MANAGEMENT FUNCTI ONS- - The
student will be able to:

25.01 Describe the functions of managenent (e.g., planning,
organi zi ng, staffing, directing, controlling) and di scuss
how functions are interrel ated.

25.02 ldentify factors of strategic planning and define the role
of strategic planning in a business environnent.

25.03 Denonstrate project managenment skills.

25.04 Prepare training materials or update existing materi al

25.05 Dranmtize handling el evated customer calls.

25.06 Denonstrate ways to support team nmenbers to achi eve persona
and team goal s.

25.07 ldentify rel evant managenent information based on busi ness
exi sting records.

25.08 lIdentify appropriate information at various managenent
deci si on naking | evels.

25.09 ldentify appropriate applications for conputer usage.

25.10 Identify adm nistrative tasks that would be the
responsibility of the custonmer care coach

OPERATE COMPUTERS AND OTHER EQUI PMENT APPROPRI ATE TO MARKETI NG AND
MANAG NG CUSTOVER SERVI CES- - The student will be able to:
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27.

0

26.01 Cbtain and transmt credit information

26.02 Obtain information, schedule, place orders, and route using
tel ephone, fax, C P.U., cash register, and other
conmmuni cati ons and cal cul ati ng devi ces.

26. 03 Denonstrate merchandi sing and operations data entry
procedures such as prices, sales, inventory changes, costs,
and reductions.

DEMONSTRATE AN UNDERSTANDI NG OF BUSI NESS OMNERSHI P- - The st udent
wll be able to:

27.01 Define entrepreneurship.

27.02 List advantages and di sadvant ages of busi ness owner shi p.

27.03 lIdentify risks involved in ownership of a business.

27.04 ldentify the personal characteristics necessary to be a
successful entrepreneur

27.05 ldentify the business skills needed to operate a business
efficiently and effectively.

27.06 Define the purpose and identify and describe the mjor
conponents of a busi ness pl an.

27.07 ldentify pros and cons of a home-based busi ness.
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01.

02.

0
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July 2001
Fl ori da Departnent of Education
STUDENT PERFORMANCE STANDARDS

Cour se Nunber : 8848110
Course Title: Custoner Service 1
Course Credit: 1

COURSE DESCRI PTI ON:

This course provides instruction in the basic principles of
customer service including know edge of identification and
classification of customer service, technology literacy related to
customer service, the human rel ations, |eadership, organization
and comuni cation skills necessary for success in the custoner
service industry, and the term nol ogy unique to custoner service.
At the conpletion of this course, the student will have

met COccupational Conpletion Data Code A: Call Center
Representative 1 — Industry Title.

DEMONSTRATE KNOW.EDGE OF | DENTI FI CATI ON AND CLASSI FI CATI ON OF
CUSTOVER SERVI CES--The student will be able to:

01.01 Define customer, custoner service, and quality.

01.02 Explain the nature of quality custoner/client relations.

01.03 Denonstrate ability to handl e custoner inquiries/conplaints.

01.04 Denonstrate ability to handle difficult custoners.

01.05 Interpret company policies to custoner/clients.

01.06 dassify custoner services according to nature and
characteristics of the activity.

01. 07 Denonstrate conpetence in resolving custoner problens
t hrough clarifying, explaining policy/procedure, and com ng
to a consensus.

01.08 Explain the inmportance of stress managenent as it relates
to job performance.

DEMONSTRATE TECHNOLOGY LI TERACY APPROPRI ATE TO CUSTOMVER SERVI CE- -
The student will be able to:

02.01 Identify types of technol ogy, systens, and software used in
cust onmer service

02. 02 Describe applications of technology in customer service
(e.g., file managenent, e-mail nanagenent).

02.03 Di scuss ethical issues involving the use of technol ogy,
enpl oyer/ enpl oyee rel ati onshi ps, and custoners.

02.04 Denonstrate proficiency with touch keyboarding skills to
enter and mani pul ate text and dat a.

02.05 Denonstrate conputer literacy by produci ng docunents
generated by word processing software.

02.06 Explain relationship between database managenent and cal
centers.

02.07 Enpl oy current and emergi ng conputer technol ogy and software
to perform custoner service rel ated tasks.

02.08 Denonstrate use of el ectronic conmuni cation and networ ki ng
systens (e.g., fax, e-mail, voice mail, Internet).

02.09 Research current and energi ng tel ecommunications systens.

02.10 Anal yze situations in which technol ogy can positively and
negatively inpact custoner service.
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03.0 DESCRI BE AND DEMONSTRATE HUMAN RELATI ONS SKI LLS NECESSARY FOR
SUCCESS I N CUSTOVER SERVI CE- - The student will be able to:

04.

0

03.

03.

03.

03.

03.

01

07

08

09

10

Model punctuality, initiative, courtesy, |loyalty, honesty,
respect, responsibility, fairness, and trustworthiness.

Li st acceptabl e health and groom ng habits.

Expl ai n i mportance of adhering to absentee and tardy policy.
Exhibit the ability to work as a team pl ayer.

Di scuss and devel op the human relations skills essential for
successful entry and progress in the customer service field.
Model enpat hy, conpassion, caring, enthusiasm integrity,
positive attitude, self notivation, and responsible

behavi or.

Denonstrate orderly and systemati c behavior (follow chain of
conmand) .

Expl ain the inportance of working effectively with persons
from di ver se backgrounds.

Denonstrate ability to maintain professional respect for co-
wor kers and customers w t hout prejudice.

Denonstrate conflict and dispute resolution techniques for
effective teamwork.

Denonstrate techni ques to persuade and convi nce others.
Expl ai n i nportance of self-managenent when m ni mum direction
and supervision are given.

Describe ethical situations in the custonmer service field.
Descri be inportance and benefits of time managenent, both

pr of essi onal and personal

Prepare a tinme nanagenent anal ysis.

Use a personality inventory for personal inprovenent.

Enpl oy feedback for personal and professional growth.
Denonstrate ability to adjust to change.

Exhi bit corporate and professional etiquette.

DEMONSTRATE COMVUNI CATI ON SKI LLS NECESSARY FOR SUCCESS | N CUSTOVER

SERVI CE--The student will be able to:

04.

04.

04.

04.

04.

04.

04.

04.

04.

04.

01

02

03

04

05

06

07

08

09

10

Rol e-pl ay greeting and assisting visitors and clients in a
pr of essi onal manner.

Denonstrate appropriate use of grammar, vocabul ary, diction
and body | anguage for delivering professional custoner

servi ce.

Identify appropriate conversation for work-rel ated settings.
Model professional vocabul ary appropriate for the work

envi ronnent .

Denonstrate ability to communicate in a multi-cul tural
setting.

Denonstrate ability to interact with customers, co-workers,
and supervisors in a logical, clear, understandable, and
effective nmanner.

Descri be and denonstrate |istening, speaking, and non-verba
skills necessary to determ ne custoner needs.

Identify major barriers to listening and denonstrate

techni ques to overcome those barriers.

Expl ain the inportance of using a pleasant tone of voice,
sm|ing, making eye contact, naintaining proper posture,
listening, being prepared to answer questions, using
customer’ s name, handling custonmer conpl aints, and thanking
t he custoner.

Denonstrate ability to focus on problem not person, so as
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05.

06.

0

0

to avoi d becom ng defensive

04.11 Monitor witten, oral, and el ectronic sources of information
and materials relevant to delivering accurate custoner
servi ce.

| DENTI FY TERM NOLOGY UNI QUE TO CUSTOVER SERVI CE OPERATI ONS- - The
student will be able to:

05.01 Identify and define commonly used customer service terns
such as credit, adjustnents, conplaints, delivery service,
and internal and external custoners.

05.02 Identify and record customer service data using current
t er m nol ogy.

DESCRI BE CALL CENTER REPRESENTATI VE DUTI ES AND RESPONSI BI LI Tl ES- -
The student will be able to:

06.01 Identify different types of call centers.

06. 02 Discuss the role of the custoner service specialist.

06.03 Identify benefits of customer service.

06.04 Identify reasons for providing customer service.

06. 05 Descri be the custoner-service m ndset.

06.06 Identify factors to be considered when deci di ng which
customer services to provide

06. 07 Conpare various types of customer service (e.g., nass
mar ket, departnment store, specialty).

06. 08 Explain the inmportance of good custoner service relations to
a busi ness.

06. 09 Describe inmportance of possessing adequate know edge of
services and products to performthe custoner service job
conpetently.

06. 10 Denonstrate met hods of communicating with customers to
identify their needs and expectations.

06.11 Di scuss inportance of accuracy, efficiency, and foll ow
t hrough when dealing with custoners.

06. 12 Denonstrate met hods of communicating with customers to
identify their problens and expectati ons.

06.13 Identify major areas of custoner conplaints (e.g., product,
per sonnel , business).

06.14 List the costs, tangible and intangible, of conplaints to
both t he sal esperson and busi ness.

06.15 Expl ain how to handl e custoner inquiries/conplaints
i ncl udi ng appropriate docunentati on.

06.16 ldentify types of resources to be used in resolving the
probl ens and satisfying the needs of customers.

06.17 ldentify types of difficult customers (e.g., disagreeable,
dom neeri ng/ superior, suspicious, slow mnethodical
di shonest) .

06.18 Expl ain procedures for handling difficult internal and
external custoners.

06.19 Identify possible actions that |ead to custoner
sati sfaction.

06.20 Identify the ways that the | evel of custonmer service may
af fect conpany success.

06.21 Identify the ways that the reputation of a business is
i nfl uenced by custoner satisfaction

06. 22 Recogni ze the inportance of stress managenent as it relates
to job performance.

06. 23 Denonstrate an understandi ng of gender, age, disability, and
cul tural courtesy.
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07.0 EXPLAIN AND PERFORM TELEPHONE ACTI VI TI ES UNI QUE TO CUSTOVER
SERVI CE--The student will be able to:

08.

0

07.01 Denonstrate techniques for nmaking a positive first

07.
07.
07.
07.
07.
07.
07.
07.

07.
07.

07.
07.
07.

07.

07.

07.

02
03
04
05
06
07
08
09

10
11

12
13
14

15

16

17

i npression or continue a positive relationship using the
tel ephone (e.g., vocabulary, voice quality and tone,
gramrar, courteousness, rapport).

Identify and denonstrate techni ques of placing, answering,
screening, placing on hold, and directing tel ephone calls.
Identify and denonstrate procedures for recordi ng and

rel ayi ng accurate nessages.

Expl ai n procedures for dealing with an obscene tel ephone
call.

Identify conponents of a customer service call

Denonstrate use of the tel ephone as a custonmer service too
to gather, receive, record, and convey accurate and conpl ete
information in a professional and courteous nanner
Denonstrate active |listening skills.

Denonstrate ability to organi ze i deas and conmuni cate ora
messages appropriate to listener and situation

Revi ew gui delines to inform custoners of order receipt,
prices, shipping date, and del ays.

Describe a positive and caring tel ephone voi ce.
Denonstrate techniques for dealing with an irate or upset
caller, remenbering that “the custoner is always right.”
Model the inpact of facial expression on tone of voice.
Expl ai n i nportance of maintaining a tel ephone | og.
Denonstrate ability to maintain a tel ephone | og accurately
and in accordance w th organi zati on procedures.
Denonstrate ability to access voice nmail and record

i nformati on accurately and neatly and note if response is
required.

Denonstrate ability to retrieve messages from an answering
machi ne and record information accurately and neatly and
note if response is required.

Practice logging in and out of tel ephone systens.

| DENTI FY CUSTOVER SERVI CE ACTIVITIES--The student will be able to:

08.
08.
08.

08.

08.

08.

08.
08.

08.
08.

08.

01
02
03

04

05

06

07
08

09
10

11

Rol e- pl ay appropriate custoner greetings.

Descri be how an enpl oyee represents the firmto customers.
Expl ai n techni ques to bal ance responsi ve tel ephone service
with in-store service.

Denonstrate ability to determ ne the individual custoner's
need for specific types of product support and custoner
servi ces.

Di scuss the inportance of suggestive selling of
conpl i mentary goods/ servi ces.

Denonstrate know edge of current and potential custoner
services offered by sel ected marketing organi zati ons.
Denonstrate ability to overcone objections.

Explain role of customer mailing lists in the custoner
service industry.

Rol e- pl ay thanking the custoner using appropriate English.
Expl ai n nmet hods of observation that can be used to obtain
customer’s surnane.

Di scuss inmportance of custoner foll ow up including those

i nstances when witing a thank you note could be

appropri ate.
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09.

0

08.
08.
08.
08.
08.
08.
08.
08.

08.

12
13
14
15
16
17
18
19

20

Descri be techniques for identifying and satisfying custoner
needs/ want s/ pr obl ens.

Expl ai n techni ques for determ ning customer nerchandi se/
service interests.

Di scuss techni ques for recogni zing and responding to
customer preference(s).

Expl ai n i nportance of listening to customer needs/wants/
pr obl ens.

Expl ai n i mportance of product know edge, features, and
benefits to successful cross selling.

Denonstrate ability to obtain custonmer conmnmtnent.

Model rmet hods of resol ving customer conplaints.

Di scuss inmportance of assisting customer in |ocation of
desired iten(s).

List abilities and qualities customers expect.

DEMONSTRATE JOB SEEKI NG AND EMPLOYABI LI TY SKILLS--The student will

be able to:

09.
09.

01
02

Identify resources used in a custoner service job search
Identify steps of the job application process including
researching the conpany prior to an intervi ew and obt ai ni ng
proper docunentation (e.g., green card).

Locate conpany site on the Internet.

Identify docunentation needed prior to seeking enpl oynment.
Di scuss inmportance of drug tests and crim nal background
checks in identifying possible customer service enpl oynment
opportunities.

Denonstrate appropri ate dress and groom ng for enpl oyment.
Li st docunments an enployer is required to have conpl eted by
an enpl oyee for payroll and eligibility purposes.

Arrange for personal references.

Prepare a neat, legible resune (traditional and electronic).
Prepare a job application letter for a custoner service

posi tion.

Read and accurately conplete job application forms for
customer service positions.

Participate in a behavioral job interview by role playing as
an interviewer and an applicant.

Denonstrate nethods for handling illegal interview and
application form questions.

Conpose a set of questions to ask of an interviewer.
Participate in pre-enploynment testing (e.g., sinulations,

t el ephone interview, telephone screening).

Conduct an interview follow up.

Li st procedures to foll ow when accepti ng an enpl oynment

of fer.

IIlustrate an understanding of the appropriate techniques to
use when changi ng j obs.

Descri be appropriate nethods for resigning froma position
Identify reasons for term nation

Prepare a letter of resignation.

Identify and denonstrate appropriate responses to feedback
from supervi sors.

Identify and denonstrate acceptable work habits.

Denonstrate acceptabl e health and hygi ene habits.

Di scuss exanpl es of conpany standards, policies, and

pr ocedures.

Expl ai n i mportance of follow ng accepted rules, regul ations,
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policies, and workpl ace safety guidelines.

09. 27 Descri be inportance of producing quality work and neeting
per f ormance standards.

09. 28 Describe inplications of racial, ethnic, regional
educational, social, and age differences.

09.29 Denobnstrate attitudes and behaviors that elimnate
stereotypi ng, gender bias, and recogni ze the val ue of
cultural diversity.

09.30 Denonstrate ability to work as a team nmenber.

09. 31 Denonstrate a strong work ethic and a positive attitude both
personal Iy and professionally.

09. 32 Recogni ze the inportance of the efficient use of materials
and space on the job.

09. 33 Denonstrate an understandi ng of ethical business practices.

09. 34 Explain the inportance of confidentiality in the workplace
concerning any witten, oral, or technically transmtted
i nformati on pertaining to personnel, custoners, or
materi al s.

09.35 (btain letters of reference sunmarizi ng wor k/vol unt eer
experi ences.

10.0 DEVELOP A PLAN FOR A CAREER I N CUSTOVER SERVI CE- - The student wil |
be able to:

10. 01 Di scuss the advantages and di sadvant ages of working in the
custoner service field.

10.02 ldentify personal qualities necessary to be successful as a
customer service representative

10. 03 Research a custoner service occupation

10. 04 Diagram a career path for the custoner service associate.

10.05 Wite a job description for a custoner service associ ate.

10.06 ldentify the educational requirenments and work experience
needed for a customer service associate

10.07 ldentify personal qualities and skills necessary for job
enhancenent and career devel opnent in the customer service
field.

10. 08 Devel op forms of docunentation for inclusion in a career
portfolio, i.e., see DECA Quide.
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July 2001

Fl ori da Departnent of Education
STUDENT PERFORMANCE STANDARDS

Cour se Nunber : 8848120
Course Title: Cust oner Service 2
Course Credit: 1

COURSE DESCRI PTI ON:

Thi s course provides instruction concerning the duties and
responsibilities of a customer service specialist, the tel ephone
activities perforned by a customer service representative
customer relations activities, job seeking and enployability
skills, and devel oping a career plan for a career in custoner
service. At the conpletion of this course, the student will have
met COccupational Conpletion Data Code B: Call Center
Representative 2 — Industry Title.

DEMONSTRATE TECHNOLOGY LI TERACY APPROPRI ATE TO CUSTOMVER SERVI CE- -
The student will be able to:

02.11 Denonstrate conputer literacy by produci ng docunents
gener ated by dat abase and spreadsheet software.

02.12 Enpl oy reference materials such as on-line help, vendor
bulletin boards, tutorials, and manuals avail able for
application software.

02.13 Enpl oy conputer networks (e.g., Internet, on-line databases,
e-mail) to facilitate coll aborative or individual |earning
and communi cati on.

DEMONSTRATE COVMUNI CATI ON SKI LLS NECESSARY FOR SUCCESS | N CUSTOVER
SERVI CE--The student will be able to:

04.12 Denonstrate techniques for witing letters and nenoranduns
appropriate to the particul ar audi ence (e.g., nmanagenent,
customers, co-workers, manufacturers).

04.13 Mnitor witten, oral, and el ectronic sources of information
and materials relevant to delivering accurate custoner
servi ce.

04.14 Conpose e-mail and business letters.

04.15 Denonstrate effective probing skills.

DESCRI BE CALL CENTER REPRESENTATI VE DUTI ES AND RESPONSI BI LI Tl ES- -
The student will be able to:

06.24 ldentify potentially difficult customers and strategies to
neet their needs.

06. 25 Expl ain differences between consumer rights and busi ness
responsibilities.

06. 26 Explain differences between internal and external custoners
(e.g., productivity, notivation, commtnent, and stress
managenent vs. order taking, handling routine inquiries and
application questions, and probl em sol ving).

06. 27 Exhibit howto interpret policies to internal and externa
cust oners.

06.28 Exhibit sensitivity to internal and external custoner needs.
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06.29 dassify custoner services according to nature and
characteristics of the activity.

06.30 C assify custoner services considered primary or essential
and those consi dered secondary or optional

06. 31 Revi ew nmet hods to resol ve custoner problens through
clarifying, explaining policy/procedure, and conmng to a

consensus.

06. 32 Anal yze the rel ationship between public relations and
mar ket i ng.

06. 33 Denpnstrate nethods to initiate and naintain client account
records.

06.34 Prepare statenents for clients.

EXPLAI N AND PERFORM TELEPHONE ACTI VI TI ES UNI QUE TO CUSTOVER
SERVI CE--The student will be able to:

07.17 Assume accountability for the technical and custonmner
services provided during service calls.

07.18 Denonstrate ability to maintain a file of addresses and
t el ephone nunbers.

| DENTI FY CUSTOVER SERVI CE ACTIVITI ES--The student will be able
to:

08. 10 Di scuss inportance of changing displays to maintain customner
i nterest.

08.11 Explain the concepts of narket segnmentation and niche
mar ket i ng.

DEMONSTRATE JOB SEEKI NG AND EMPLOYABI LI TY SKI LLS--The st udent
wll be able to:

09.36 Create and naintain an enployability portfolio denonstrating
awar eness of personal abilities, interests, and skills as
they relate to seeking enpl oynent.

09.37 ldentify qualities typically required for pronotion and job
advancenent (e.g., productivity, dependability, initiative,
responsibility).

09.38 Practice providing direction and assi stance to ot her team
menbers by acting as a role nodel, coach, and notivator

09.39 Illustrate working i ndependently with little supervision

09.40 Identify how to prepare for job separation and reenpl oynent.

09.41 Relate the inportance of quality control in job performance
(TQV .

09.42 Participate in a job shadowi ng experience.

09. 43 Denonstrate know edge of how to nake job changes
appropriately.

DEVELOP A PLAN FOR A CAREER I N CUSTOVER SERVI CE- - The student wil |
be able to:

10. 09 Prepare and inpl enent an individual career and education
pl an for continuous career devel opnment.

DESCRI BE LEADERSH P AND ORGANI ZATI ONAL SKI LLS NECESSARY FOR
SUCCESS I N CUSTOVER SERVI CE- - The student will be able to:

11.01 Describe qualities of an effective |eader
11.02 Describe different types of |eadership.
11.03 ldentify and utilize the planning process.
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11.04 Qutline steps utilized in problemresolution when dealing
with custoners.

11.05 Qutline and apply steps used in decision-mki ng when deal i ng
Wi th custoners.

11.06 Work cooperatively within a group to achi eve organi zati ona
goal s.

11. 07 Describe the role of the vision and mi ssion statenent in a
customer service organization

11. 08 Expl ain how i nnovati on and efficiency inpact the custoner
service organi zation

11.09 Display the ability to adjust behavior as appropriate to the
situation, listening and responding with appropriate
manners.

11. 10 Model personal responsibility for the wel fare of others.

11. 11 Model appropriate technique for shaki ng hands as a
pr of essi onal

UTI LI ZE EFFECTI VE TECHNI QUES AND PROCEDURES FOR SELLI NG CUSTOVER
SERVI CES- - The student will be able to:

12.01 Denpnstrate how to increase total sales volume by selling
conpl ementary services to the main product(s).

12. 02 Denopnstrate know edge of current and potential customner
services offered by sel ected marketing organi zati ons.

12.03 Denpnstrate the ability to determ ne the individua
customer’s need for specific types of product support
cust onmer services.

12.04 Explain the “val ue added” concept as it applies to custoner
servi ces.

12.05 Evaluate ability to overcone objections.

12.06 Denpnstrate ability to identify and satisfy custoner
needs/ want s/ pr obl ens.

12.07 Evaluate ability to obtain custoner conmtnent.

12.08 ldentify and denpnstrate cross-selling techniques.

12.09 Explain the concept of "product” as an ingredient in the
mar keting m x.

12.10 Explain the relationship of economic utilities and custoner
servi ces.

DEMONSTRATE BASI C MATH OPERATI ONS RELEVANT TO CUSTOVER SERVI CE- -
The student will be able to:

13.01 Perform basic conputational operations.

13.02 Sol ve work-rel ated probl enms usi ng whol e nunbers, fractions,
decimal s, ratios, and percentages.

13.03 (Operate a 10-key keypad.

DEMONSTRATE AN UNDERSTANDI NG OF A CLI ENT' S BUSI NESS, POLI CI ES, AND
PROCEDURES- - The student will be able to:

14.01 ldentify client's m ssion and objectives.

14.02 ldentify the type of business in which the client is
engaged.

14.03 ldentify custoner service guidelines.

14.04 ldentify procedure for logging in and out of client's
system

14.05 ldentify correct screen managenent techniques.

14.06 ldentify codes for different procedures.

14.07 ldentify data entry guidelines including procedure for error
editing and correction
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14.08 ldentify procedure to obtain assistance (i.e., help desk,
on-1line help).

14.09 Denpnstrate ability to receive and process calls per
client's guidelines.

14.10 Practice taking orders, requests, etc., as required by
client.
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July 2001

Fl ori da Departnent of Education
STUDENT PERFORMANCE STANDARDS

Cour se Nunber : 8848130
Course Title: Cust oner Service 3
Course Credit: 1

COURSE DESCRI PTI ON:

The purpose of this course is to provide students with the
conpetenci es required for enployment at the career specialist
level in the custoner service industry. Students will have net
Cccupational Conpl etion Point Data Code C. Custoner Care
Representative — Industry Title.

DEMONSTRATE BASI C MATH OPERATI ONS RELEVANT TO CUSTOVER SERVI CES- -
The student will be able to:

13. 04 Denpnstrate correct procedures for handling major types of
sal es transacti ons.
13. 05 Reconcil e a custoner account.

DEMONSTRATE HI GHER ORDER HUMAN RELATI ONS SKI LLS NECESSARY FOR
SUCCESS | N CUSTOVER SERVI CE OCCUPATI ONS- - The student will be able
to:

15.01 ldentify benefits of professional staff devel opment (e.g.
wor kshops, conferences, course work, and nmenbership in
pr of essi onal associ ati ons).

15.02 Explain the need for enployee eval uati ons, describe the
procedures used in the evaluation process, and identify the
consequences of positive or negative perfornmance appraisals.

15. 03 Descri be nethods used to conpensate enpl oyees (e.g., wages,
sal ary, comm ssion).

15.04 Practice accurately answering call center representative
guestions on policies, procedures, and systens.

15.05 Practice guiding call center representatives through
reference materials.

15.06 Practice nonitoring and providing coaching and feedback to
call center representatives.

15.07 ldentify a variety of action plans to educate new hires.

DEMONSTRATE H GHER ORDER ABI LI TY TO COVWLUNI CATE SKI LLFULLY- - The
student will be able to:

16.01 G ve oral reports to denonstrate the ability to express
oneself in a concise, tinely, and professional manner

16. 02 Denpnstrate effective probing skills.

16. 03 Denpnstrate effective comuni cati on of inpact of a business
deci si on.

DEMONSTRATE AN AWARENESS OF MANAGEMENT FUNCTI ONS AND
ORGANI ZATI ONAL STRUCTURES- - The student will be able to:

17.01 ldentify the different |evels of nanagenent.
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17.02 ldentify, conpare, and contrast the various forns of
busi ness ownership (e.g., sole proprietorship, partnership,
corporation, franchise) and other organizational structures
(nonprofit organi zati ons, government agencies).

17.03 Conpare and contrast the | egal procedures and processes
i nvol ved when est abli shing busi ness ownership (e.g., sole
proprietorship, partnership, limted partnership, joint
ventures, limted partnership associations, registered
partnerships with [imted liability, limted liability
corporation, corporation, franchise).

17. 04 Conpare and contrast the advantages and di sadvant ages of
each type of business ownership based upon conplexity and
ri sk of | egal procedures and processes.

17. 05 Denpnstrate know edge of procedures, systens, and reference
materi al s.

DEMONSTRATE AN UNDERSTANDI NG OF BASI C CONTRACTUAL OBLI GATI ONS- - The
student will be able to:

18. 01 Denpnstrate an understandi ng of contractual rel ationships.

18. 02 Explain how an offer and acceptance can create contractua
rights and duti es.

18.03 ldentify people who | ack contractual capacity.

18. 04 Descri be breach of contract and the renedies avail abl e when
a contract is breached.

18. 05 Define an agency relationship and |ist the ways that agency
rel ati onshi ps may be created.

18.06 ldentify which applicants may be asked to participate in
testing (e.g., aptitude, psychol ogi cal, polygraph, drug).

PERFORM HI GHER ORDER KEYBOARDI NG ACTI VI TI ES AND USE OF OFFI CE
EQUI PMENT APPROPRI ATE TO CUSTOVER SERVI CE- - The student will be
able to:

19. 01 Key and apply formatting principles.
19.02 Qbtain and transmt credit information
19. 03 Perform basi c conmputer operations.
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Fl ori da Departnent of Education
STUDENT PERFORMANCE STANDARDS

Cour se Nunber : 8848140
Course Title: Cust oner Service 4
Course Credit: 1

COURSE DESCRI PTI ON:

The purpose of this course is to provide students with the skills and
know edge required for supervisory |level and m d- nanagenent | evel

enpl oyment in the customer service industry. Students will have net
Cccupati onal Conpl etion Point Data Code D: Custoner Care Coach —
Industry Title.

20.0 ANALYZE | MPACT AND RELATI ONSH P OF GOVERNVENT REGULATI ONS AND
COVMUNI TY | NVOLVEMENT ON MANAGEMENT DECI SI ONS- - The student will be
able to:

20.01 Understand anti-trust | aws and how t hey affect corporate
behavi or.

20.02 Describe the pros and cons of various |evels of conmunity
i nvol venent by a busi ness.

20. 03 Describe how tax policies affect a business.

20. 04 Describe how licensure requirenments affect a business.

20. 05 Descri be how governnent regul ations affect a business.

20.06 ldentify and eval uate vari ous ways in which gover nnent
affects busi ness.

21.0 DEMONSTRATE AN ADVANCED ABI LI TY TO COMWUNI CATE SKI LLFULLY--The
student will be able to:

21.01 Prepare a variety of categories/structures of nessages.
21.02 Practice providing witten/verbal feedback that is clear
conci se, and prof essi onal

22.0 UTILIZE H GHER ORDER EFFECTI VE TECHNI QUES AND PROCEDURES FOR
SELLI NG CUSTOMVER SERVI CES--The student will be able to

22.01 Develop a witten feature-benefit analysis sheet for a
speci fied customer service.

22.02 Effectively critique a sales denonstration involving
cust onmer services.

22.03 Denonstrate effective suggestion selling techniques to solve
client problens.

22.04 Devel op an action plan to inprove call center representative
per f or mance.

23.0 DEMONSTRATE HI GHER ORDER MATH OPERATI ONS RELEVANT TO CUSTOVER
SERVI CES- - The student will be able to:

23.01 Conpl ete an invoice and purchase order return
23.02 Cal cul ate di scount dates, due dates, and anmount of paymnent.
23.03 Read charts and graphs.
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23.04 Post debits and credits.
23.05 Cal cul ate basis points.

PERFORM HI GHER ORDER KEYBOARDI NG ACTI VI TI ES AND USE OF OFFI CE
EQUI PMENT APPROPRI ATE TO CUSTOVER SERVI CE- - The students will be
able to:

24.01 Obtain information, schedule, place orders, and route using
e-mail, tel ephone, fax, Internet, and other conmunication
and cal cul ati ng devi ces.

DEMONSTRATE PERFORMANCE COF SUPERVI SORY/ MANAGEMENT FUNCTI ONS- - The
student will be able to:

25.01 Describe the functions of managenent (e.g., planning,
organi zi ng, staffing, directing, controlling) and di scuss
how functions are interrel ated.

25.02 ldentify factors of strategic planning and define the role
of strategic planning in a business environnent.

25.03 Denonstrate project managenent skills.

25.04 Prepare training materials or update existing materi al

25.05 Dranmtize handling el evated customer calls.

25.06 Denonstrate ways to support team nmenbers to achi eve persona
and team goal s.

25.07 ldentify rel evant managenent information based on busi ness
exi sting records.

25.08 Identify appropriate information at vari ous managenent
deci si on- naki ng | evel s.

25.09 ldentify appropriate applications for conputer usage.

25.10 Identify adm nistrative tasks that would be the
responsibility of the custonmer care coach

OPERATE COMPUTERS AND OTHER EQUI PMENT APPROPRI ATE TO MARKETI NG AND
MANAG NG CUSTOVER SERVI CES- - The student will be able to:

26.01 Cbtain and transmt credit information

26.02 Obtain information, schedule, place orders, and route using
phone, fax, C P.U., cash register, and other conmunications
and cal cul ati ng devi ces.

26. 03 Denonstrate merchandi sing and operations data entry
procedures such as prices, sales, inventory changes, costs,
and reductions.

DEMONSTRATE AN UNDERSTANDI NG OF BUSI NESS OMNERSHI P- - The st udent
wll be able to:

27.01 Define entrepreneurship.

27.02 List advantages and di sadvant ages of busi ness owner shi p.

27.03 lIdentify risks involved in ownership of a business.

27.04 ldentify the personal characteristics necessary to be a
successful entrepreneur

27.05 ldentify the business skills needed to operate a business
efficiently and effectively.

27.06 Define the purpose and identify and describe the mgjor
conmponents of a busi ness pl an.

27.07 ldentify pros and cons of a home-based business.
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