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Competency #3: Demonstrate principles of customer service. 

Lesson Planning Guide

Workplace Readiness
High School Level
Duty D:  Systems
Competency #3:  Demonstrate principles of customer service.
Approximate Time: Two 45-minute periods. 

Prerequisite Skills
Workplace Readiness Competencies
A. Communication
8. 
Lead formal and informal group discussions.

9. 
Apply active listening skills to obtain and clarify information.

10.
Communicate with others in a diverse workforce.
Reading, Writing, Speaking and Listening*
1.6.11 Speaking and Listening
A. Listen to others.

C. Speak using skills appropriate to formal speech situations.
Mathematics*
None
Science and Technology*

None
Career Education and Work*

13.3.11 Career Retention and Advancement
A. Evaluate personal attitudes and work habits that support career retention and advancement.
Performance Standards

	Performance Standard
	Suggested Evaluation Method

	1. Identify and demonstrate proper customer service techniques with 100% accuracy according to class discussions and module handouts.
	Written quiz


Suggested Projects

None
Multiple Intelligence Types

Verbal/Linguistic
Interpersonal

Resources
1.
DO CAPS Module: 4G, Describe the importance of customer service.
Temple University: Diversified Occupations CAPS Modules
www.temple.edu/education/career-tech/certificates/CoopEduResources.htm 

2.
DO CAPS Module: 4H, Identify strategies to use with a difficult customer.
www.temple.edu/education/career-tech/certificates/CoopEduResources.htm 
3.
Handout/Case Study: Customer Service
Teacher selected
Equipment/Materials/Software
None
Suggested Learning Sequence

	Strategy
	Outline
	Resources/Equipment

	Performance Standard 1
	
	

	Introduction/ Discussion
	Role-play a scenario of a bad customer service situation and discuss why good customer service is vital to a success of a business. Continue to discuss the importance of good customer service for job retention.
Related Academic Skills: 13.3.11 A
	

	Presentation/ Class Discussion
	Identify and demonstrate the qualities of good customer service. Continue with classroom discussion. 
	Resource #1
Resource#2

	In-Class Activity
	Have students practice good customer service with partner. Have one student from the pair read a case study aloud and the other will respond to the situation in a positive manner. Students should then reverse roles.
Related Academic Skills: 1.6.11 A, C
Related SCANS/Soft Skills: Interpersonal A
	Resource #1
Resource #2

Resource #3

	Assessment
	Give students a written quiz on the qualities of good customer service.
	Resource #1, page 5


Related SCANS/Soft Skills
Resources

None
Interpersonal

A. Participates as Member of a Team

Information

None
Systems

None
Technology

None
Thinking Skills

None
Personal Qualities

None
Related Worksite/Work Based Activities

None
Additional Resources

None
______________________________

This planning guide was written by Donna Mayes, Co-op Coordinator, Keystone Central, Lock Haven, PA.
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