
	Wilco Area Career Center
	Bus 110
FALL 2026


Instructor Name: Nicole Kinzer
Email Address:  nkinzer@wilcoacc.org
Office Location: A-109
Office Telephone: 815-838-6941 ext: 110
Office Hours: 	M-F 7:30am-3pm	
	

Course Description: 
 This course is designed to help students develop outstanding customer service skills.  Students will learn how to interact with customers, resolve conflicts understand the importance of customer satisfaction/retention, actively participate as a member of a team, and develop time management skills.
Credit and Contact Hours 
* Credit Hours  3
* Lecture/Demonstration 3

Prerequisites: None

Books, Supplies, and Supplementary Materials 
· Required Textbooks/Reading list 
   
Customer Service Skills for Success 8th edition
Robert W. Lucas
McGraw Hill 
ISBN:978-1-265-03753-6





Student Learning Outcomes 

1.  Evaluate the role, characteristics and importance of service encounters. 
2. Analyze customer needs and motives as they pertain to purchase decisions. 
3. Identify the groundwork for quality, customer service, and value creation. 
4. Apply a competitive strategy focus as it pertains to the service industry.
5. Define how to increase productivity of service employees. 


Graded Assignments and Policies
Graded Assignments
 
	Item
	Percent

	Quizzes
	25

	Group Project
	25

	Exams 
	30

	Papers
	20

	Total
	100%








Grading Policy 
	Grading Scale
	Grade

	90-100%
	A

	80-89%
	B

	70-79%
	C

	60-69%
	D

	59 or Lower
	F




Major Tests and Quizzes *

Classroom Policies and Procedures 
A. General Information 
 By registering for this course, you commit yourself to attending class, preparing appropriately for class sessions, participating in class activities, and completing all coursework and exams by the due dates outlined.  In addition, my expectation is that you will access this course in Angel at least once a week, preferable twice.  Completing assignments on Angel does not substitute for your class time attendance.
B. Attendance Policy
[bookmark: _heading=h.gjdgxs]Class attendance is mandatory.  Students with 3 or more unexcused absences may be subject to a drop in letter grade.
C. Make-up Policy
Deadline extensions are rarely, if ever, granted in this course.  However, if an emergency should arise, it is the student’s responsibility to contact the instructor prior to the deadline to discuss the matter.  A deadline extension will be considered only if all of the following conditions are met:
1.	Extreme emergency
2.	Instructor contacted prior to the deadline date
3.	At least 10% of the possible points will be deducted from any late assignment
D. Extra-credit Policy
Extra credit opportunities may be available in this course but only if all regular assignments have been completed.  Students should devote their time and energy to doing well on the course requirements, and final grades will take care of themselves.
E. Final Exam Information
The final exam will be administered in accordance with the final week schedule.
F. Academic Honor Code   
The objective of the academic honor code is to sustain a learning-centered environment in which all students are expected to demonstrate integrity, honor, and responsibility, and recognize the importance of being accountable for one’s academic behavior. 

G. College Statement about grades of “F” and withdrawal from class.
· Students may withdraw from a course by processing an add/drop form during regular office hours through the Registration and Records Office at Main Campus or Romeoville Campus, or by phone at 815-744-2200. Please note the withdrawal dates listed on your bill or student schedule. Every course has its own withdrawal date. Failure to withdraw properly may result in a failing grade of “F” in the course.
· At any time prior to the deadline dates established, an instructor may withdraw a student from class because of poor attendance, poor academic performance or inappropriate academic behavior, such as, but not limited to, cheating or plagiarism. 
H. Intellectual Property
Students own and hold the copyright to the original work they produce in class. It is a widely accepted practice to use student work as part of the college’s internal self-evaluation, assessment procedures, or other efforts to improve teaching and learning and in promoting programs and recruiting new students. If you do not wish your work to be used in this manner, please inform the instructor.
I. Student Code of Conduct 
Each student is responsible for reading and adhering to the Student Code of Conduct as stated in the college catalog. 
J. Sexual Harassment
Joliet Junior College seeks to foster a community environment in which all members respect and trust each other. In a community in which persons respect and trust each other, there is no place for sexual harassment. JJC has a strong policy prohibiting the sexual harassment of one member of the college community by another. See Catalog or Student Handbook.
K. Safety Students with an impaired ability to concentrate may jeopardize safety in this classroom for themselves, their classmates and their instructor. If your ability to concentrate is impaired you should discuss this matter with your instructor prior to operating equipment or performing a laboratory procedure. Students are responsible for reporting to their instructor any condition that would impair the ability to concentrate. Failure to notify your instructor of this issue may be a violation of the Student Code of Conduct.
L. Paper Documentation Styles 
MLA and APA have been adopted as the official documentation styles of JJC and Wilco ACC


[bookmark: _heading=h.8kj7i85owfar]BUS 110 – Customer Service: Skills for Success
Course Pacing Guide & Assignment Schedule
	Week / Date
	Chapter
	Lesson / Topic
	Section
	Assignments & Activities
	Pages

	Week 1 – Aug. 18
	1
	The World of Customer Service
	1.1–1.6
	In the Real World: Amazon.com; Think About It; Quick Preview – notebook
	6

	Aug. 19
	1
	Defining Customer Service
	1.1
	Knowledge Check 1–3
	14

	Aug. 20
	1
	Changes in the Service Sector
	1.2
	Work It Out 1.1 – Google Classroom Discussion Board; Knowledge Check – notebook
	23

	Aug. 21
	1
	Societal Factors Affecting Customer Service
	1.3
	Work It Out 1.2 – Google Classroom Discussion Board; Knowledge Check – notebook
	38, 42

	Aug. 21
	1
	Consumer Behavior Shifts
	1.4
	Knowledge Check 1–2
	44

	Week 2 – Aug. 24
	1
	The Service Environment
	1.5
	Work It Out 1.3–1.5 – Google Classroom Discussion Board; Knowledge Check
	47, 48, 51–52

	Aug. 25
	1
	Addressing the Changes
	1.6
	Knowledge Check
	53

	Week 2
	2
	In the Real World
	2
	—
	61

	Week 2
	2
	Defining a Service Culture
	2.1
	Knowledge Check
	63

	Week 2
	2
	Establishing a Service Strategy
	2.2
	—
	84

	Week 3 – Aug. 31
	2
	Customer-Friendly Systems
	2.3
	Work It Out – Adding Emphasis to Words; Work It Out – Spatial Perceptions
	85

	Sept. 1
	2
	Eleven Strategies for Developing & Promoting a Positive Service Culture
	2.4
	Work It Out 2.5; Knowledge Check
	93

	Sept. 2
	2
	Separating Average from Excellent Companies
	2.5
	Knowledge Check
	97

	Sept. 3
	2
	What Customers Want
	2.6
	Knowledge Check; Work It Out 2.6
	98

	Sept. 4
	3
	The Importance of Effective Communication
	3.1
	Knowledge Check
	114

	Week 4 – Sept. 7
	3
	Ensuring Two-Way Communication
	3.2
	Think About It; Quick Preview
	117

	Sept. 8
	3
	Communicating Positively
	3.3
	Knowledge Check; Work It Out
	133

	Sept. 9
	3
	Providing Feedback Effectively
	3.4
	Work It Out; Knowledge Check
	133

	Sept. 10
	3
	Avoiding Negative Communication
	3.5
	Work It Out 3.5
	136

	Sept. 11
	3
	Dealing Assertively with Customers
	3.6
	Knowledge Check; Work It Out 3.6
	139

	Week 5 – Sept. 14
	3
	Assertive vs. Aggressive Service
	3.7
	Work It Out 3.7; Ethical Dilemma 3.1 & 3.2
	141

	Sept. 15
	3
	Verbal Communication Skills
	3.1–3.7
	Think About It; Quick Preview; Work It Out
	112

	Sept. 16
	4
	Nonverbal Communication Skills
	4.0–4.1
	In the Real World: American Express; Think About It; Knowledge Check
	153–159

	Sept. 17
	4
	The Scope of Nonverbal Behavior
	4.2
	Work It Out – Facial Expressions; Gesture Practice
	155

	Sept. 18
	4
	The Scope of Nonverbal Behavior
	4.2
	Work It Out – Adding Emphasis to Words; Spatial Perception
	165

	Week 6 – Sept. 21
	4
	The Role of Gender in Nonverbal Communication
	4.3
	Work It Out – Gender Communication
	175

	Sept. 22
	4
	The Impact of Culture on Nonverbal Communication
	4.4–4.5
	Knowledge Checks
	178–180

	Sept. 23
	4
	Strategies for Improving Nonverbal Communication; Customer-Focused Behavior
	4.6–4.7
	Knowledge Checks
	181–183

	Sept. 24
	5
	Listening to the Customer
	5.1
	In the Real World: John Deere; Think About It; Quick Preview; Knowledge Check
	192–196

	Sept. 25
	5
	What Is Listening?
	5.2
	Work It Out – Personal Listening Experiences; Knowledge Check
	196–200

	Week 7 – Sept. 28
	5
	Characteristics of a Good Listener
	5.3
	Knowledge Check
	202

	Sept. 29
	5
	Causes of Listening Breakdown
	5.4
	Work It Out – Personal Habits; Interruptions; Inattentive Listening; Knowledge Check
	205–211

	Sept. 30
	5
	Strategies for Improved Listening
	5.5
	Work It Out – Correcting Listening Problems; Active Listening Strategies; Knowledge Check
	212–217

	Oct. 1
	5
	Information-Gathering Techniques
	5.6
	Open-Ended Questions
	217

	Oct. 2
	5
	Additional Question Guidelines
	5.7
	Open-Ended Questions
	221

	Week 8 – Oct. 5
	6
	Customer Service and Behavior
	6.1
	Think About It; Quick Preview
	230

	Oct. 6
	6
	Identifying Behavioral Styles
	6.2
	Work It Out 6.1 – Describing Your Behavior; Knowledge Checks
	234

	Oct. 7
	6
	Communicating with Each Style
	6.3
	Knowledge Check
	242

	Oct. 8
	6
	Building Stronger Relationships
	6.4
	Work It Out – Monitoring Behavior
	246

	Oct. 9
	6
	Dealing with Perceptions
	6.5
	Work It Out 6.3 – Discovering Common Characteristics
	255

	Week 9 – Oct. 12
	7
	Service Breakdowns & Recovery
	7
	In the Real World: Coca-Cola
	263

	Oct. 12
	7
	What Is a Service Breakdown?
	7.1
	Knowledge Check 7.1
	267

	Oct. 13
	7
	Working with Internal Customers
	7.2
	Knowledge Check 7.2
	271

	Oct. 14
	7
	The Role of Behavioral Style
	7.3
	Knowledge Check 7.3; Work It Out 7.2
	372

	Oct. 15
	7
	Difficult Customers
	7.4
	Knowledge Check 7.4; Work It Out 7.6
	281

	Oct. 16
	7
	Handling Emotions with the Emotion-Reducing Model
	7.5
	Knowledge Check 7.5
	282

	Week 10 – Oct. 19
	7
	Reasons for Customer Defection
	7.6
	Knowledge Check 7.6
	285

	Oct. 20
	7
	Strategies for Preventing Customer Dissatisfaction & Problem Solving
	7.7
	Work It Out 7.7; Knowledge Checks
	288–294

	Oct. 21
	7
	The Problem-Solving Process
	7.8
	Knowledge Check
	297

	Oct. 22
	7
	Implementing a Service Recovery Strategy
	7.9
	Work It Out 7.8; Knowledge Check
	303–304

	Oct. 23
	7
	Disaster Planning Initiatives in the Service Recovery Process
	7.10
	Knowledge Check
	305


[bookmark: _heading=h.pards06ovjps]Upcoming Chapters
	Chapter
	Topic / Learning Focus
	Sections
	Assignments / Activities
	Pages

	8
	Diversity & Customer Service
	8.1–8.6
	Recognize diversity; identify characteristics that make people unique; treat customers as individuals; determine strategies for serving different types of people; identify factors that contribute to diversity; communicate effectively with diverse customers
	—

	9
	Customer Service via Technology
	9.1–9.5
	In the Real World; Think About It; Quick Preview; Knowledge Checks; Work It Out activities
	355–401

	10
	Building Customer Relationships & Loyalty
	10.1–10.8
	Knowledge Checks; Work It Out activities; Impact on Service; Review Questions; Search It Out
	413–459


One change I would strongly recommend: for the final syllabus, I would separate this into individual chapter tables rather than putting all 10 chapters into one enormous table. That will make it much easier for students to find their current week and will look considerably more professional when printed or posted in Google Classroom.
Change this to make separate this into individual chapter tables
Absolutely. I would format it as one table per chapter, with the chapter title clearly separated and the information flowing chronologically within each chapter. This will be much easier for students and parents to follow.
[bookmark: _heading=h.gi9a3e18a5k]BUS 110 – Customer Service: Skills for Success
[bookmark: _heading=h.jdchznsit8rk]Course Pacing Guide & Assignment Schedule

[bookmark: _heading=h.su3nbtq3q7in]Chapter 1 — The World of Customer Service
	Date
	Section
	Lesson / Topic
	Assignments & Activities
	Pages

	Aug. 18
	1.1–1.6
	The World of Customer Service
	In the Real World: Amazon.com; Think About It; Quick Preview – Notebook
	6

	Aug. 19
	1.1
	Defining Customer Service
	Knowledge Check 1–3
	14

	Aug. 20
	1.2
	Changes in the Service Sector
	Work It Out 1.1 – Google Classroom Discussion Board; Knowledge Check – Notebook
	23

	Aug. 21
	1.3
	Societal Factors Affecting Customer Service
	Work It Out 1.2 – Google Classroom Discussion Board; Knowledge Check – Notebook
	38, 42

	Aug. 21
	1.4
	Consumer Behavior Shifts
	Knowledge Check 1–2
	44

	Aug. 24
	1.5
	The Service Environment
	Work It Out 1.3–1.5 – Google Classroom Discussion Board; Knowledge Check
	47–52

	Aug. 25
	1.6
	Addressing the Changes
	Knowledge Check
	53



[bookmark: _heading=h.7460oyqsltkc]Chapter 2 — Creating a Service Culture
	Date
	Section
	Lesson / Topic
	Assignments & Activities
	Pages

	Week 2
	2
	In the Real World
	In the Real World Activity
	61

	Week 2
	2.1
	Defining a Service Culture
	Knowledge Check
	63

	Week 2
	2.2
	Establishing a Service Strategy
	—
	84

	Aug. 31
	2.3
	Customer-Friendly Systems
	Work It Out – Adding Emphasis to Words; Work It Out – Spatial Perceptions
	85

	Sept. 1
	2.4
	Eleven Strategies for Developing & Promoting a Positive Service Culture
	Work It Out 2.5; Knowledge Check
	93

	Sept. 2
	2.5
	Separating Average from Excellent Companies
	Knowledge Check
	97

	Sept. 3
	2.6
	What Customers Want
	Knowledge Check; Work It Out 2.6
	98



[bookmark: _heading=h.61jqocqf96az]Chapter 3 — Effective Communication
	Date
	Section
	Lesson / Topic
	Assignments & Activities
	Pages

	Sept. 4
	3.1
	The Importance of Effective Communication
	Knowledge Check
	114

	Sept. 7
	3.2
	Ensuring Two-Way Communication
	Think About It; Quick Preview
	117

	Sept. 8
	3.3
	Communicating Positively
	Knowledge Check; Work It Out
	133

	Sept. 9
	3.4
	Providing Feedback Effectively
	Work It Out; Knowledge Check
	133

	Sept. 10
	3.5
	Avoiding Negative Communication
	Work It Out 3.5
	136

	Sept. 11
	3.6
	Dealing Assertively with Customers
	Knowledge Check; Work It Out 3.6
	139

	Sept. 14
	3.7
	Assertive vs. Aggressive Service
	Work It Out 3.7; Ethical Dilemma 3.1 & 3.2
	141

	Sept. 15
	3.1–3.7
	Verbal Communication Skills
	Think About It; Quick Preview; Work It Out
	112



[bookmark: _heading=h.wm4i5w98jogt]Chapter 4 — Nonverbal Communication
	Date
	Section
	Lesson / Topic
	Assignments & Activities
	Pages

	Sept. 16
	4.0–4.1
	Nonverbal Communication Skills
	In the Real World: American Express; Think About It; Knowledge Check
	153–159

	Sept. 17
	4.2
	The Scope of Nonverbal Behavior
	Work It Out – Facial Expressions; Gesture Practice
	155

	Sept. 18
	4.2
	The Scope of Nonverbal Behavior
	Work It Out – Adding Emphasis to Words; Spatial Perception
	165

	Sept. 21
	4.3
	The Role of Gender in Nonverbal Communication
	Work It Out – Gender Communication
	175

	Sept. 22
	4.4–4.5
	The Impact of Culture on Nonverbal Communication
	Knowledge Checks
	178–180

	Sept. 23
	4.6–4.7
	Strategies for Improving Nonverbal Communication; Customer-Focused Behavior
	Knowledge Checks
	181–183



[bookmark: _heading=h.32lgceel9jh]Chapter 5 — Listening to the Customer
	Date
	Section
	Lesson / Topic
	Assignments & Activities
	Pages

	Sept. 24
	5.1
	Listening to the Customer
	In the Real World: John Deere; Think About It; Quick Preview; Knowledge Check
	192–196

	Sept. 25
	5.2
	What Is Listening?
	Work It Out – Personal Listening Experiences; Knowledge Check
	196–200

	Sept. 28
	5.3
	Characteristics of a Good Listener
	Knowledge Check
	202

	Sept. 29
	5.4
	Causes of Listening Breakdown
	Work It Out – Personal Habits; Dealing with Interruptions; Inattentive Listening Behavior; Knowledge Check
	205–211

	Sept. 30
	5.5
	Strategies for Improved Listening
	Work It Out – Correcting Common Listening Problems; Active Listening Strategies; Knowledge Check
	212–217

	Oct. 1
	5.6
	Information-Gathering Techniques
	Open-Ended Questions
	217

	Oct. 2
	5.7
	Additional Question Guidelines
	Open-Ended Questions
	221



[bookmark: _heading=h.1y7fypl1gwrx]Chapter 6 — Customer Service and Behavior
	Date
	Section
	Lesson / Topic
	Assignments & Activities
	Pages

	Oct. 5
	6.1
	Customer Service and Behavior
	Think About It; Quick Preview
	230

	Oct. 6
	6.2
	Identifying Behavioral Styles
	Work It Out 6.1 – Describing Your Behavior; Knowledge Checks
	234

	Oct. 7
	6.3
	Communicating with Each Style
	Knowledge Check
	242

	Oct. 8
	6.4
	Building Stronger Relationships
	Work It Out – Monitoring Behavior
	246

	Oct. 9
	6.5
	Dealing with Perceptions
	Work It Out 6.3 – Discovering Common Characteristics
	255



[bookmark: _heading=h.joaox4q9sq2k]Chapter 7 — Service Breakdowns & Recovery
	Date
	Section
	Lesson / Topic
	Assignments & Activities
	Pages

	Oct. 12
	7
	Service Breakdowns & Recovery
	In the Real World: Coca-Cola
	263

	Oct. 12
	7.1
	What Is a Service Breakdown?
	Knowledge Check 7.1
	267

	Oct. 13
	7.2
	Working with Internal Customers
	Knowledge Check 7.2
	271

	Oct. 14
	7.3
	The Role of Behavioral Style
	Knowledge Check 7.3; Work It Out 7.2
	372

	Oct. 15
	7.4
	Difficult Customers
	Knowledge Check 7.4; Work It Out 7.6
	281

	Oct. 16
	7.5
	Handling Emotions with the Emotion-Reducing Model
	Knowledge Check 7.5
	282

	Oct. 19
	7.6
	Reasons for Customer Defection
	Knowledge Check 7.6
	285

	Oct. 20
	7.7
	Strategies for Preventing Customer Dissatisfaction & Problem Solving
	Work It Out 7.7; Knowledge Checks
	288–294

	Oct. 21
	7.8
	The Problem-Solving Process
	Knowledge Check
	297

	Oct. 22
	7.9
	Implementing a Service Recovery Strategy
	Work It Out 7.8; Knowledge Check
	303–304

	Oct. 23
	7.10
	Disaster Planning Initiatives in the Service Recovery Process
	Knowledge Check
	305



[bookmark: _heading=h.5uyswwtjyc14]Chapter 8 — Diversity & Customer Service
	Section
	Learning Focus

	8.1
	Recognize that diversity is not a bad thing.

	8.2
	Describe characteristics that make people unique.

	8.3
	Embrace the need to treat customers as individuals.

	8.4
	Determine actions for dealing with various types of people.

	8.5
	Identify factors that make people diverse and help better serve them.

	8.6
	Communicate effectively with a diverse customer population.



[bookmark: _heading=h.z8vqy1bt2pxs]Chapter 9 — Customer Service via Technology
	Section
	Lesson / Topic
	Assignments & Activities
	Pages

	9.1–9.5
	Customer Service via Technology
	In the Real World; Think About It; Quick Preview
	355–356

	9.1
	The Role of Technology in Customer Service
	Knowledge Check 1–2
	357–361

	9.2
	The Customer Contact/Call Center or Help Desk
	Knowledge Check 1–3
	361–369

	9.3
	Tapping into Web-Based & Mobile Technologies
	Knowledge Check 1–6
	369–385

	9.4
	Technology Etiquette & Strategies
	Knowledge Check 1–3
	385–389

	9.5
	The Telephone in Customer Service
	Work It Out 9.1; Knowledge Check 1–6
	389–401



[bookmark: _heading=h.xttcbt6v78da]Chapter 10 — Customer Relationships & Loyalty
	Section
	Lesson / Topic
	Assignments & Activities
	Pages

	10.1
	Customer Brand Loyalty
	Knowledge Check 1–3
	413–417

	10.2
	The Role of Trust
	Work It Out 10.1, 10.2 & 10.3; Knowledge Check 1–4
	417–428

	10.3
	The Importance of Customer Relationships
	Work It Out 10.4; Knowledge Checks 1–2
	428–434

	10.4
	The Role of Channel Partner Relationships
	None
	434

	10.5
	Provider Characteristics Affecting Customer Service
	Work It Out 10.5, 10.6 & 10.7; Knowledge Check 1–5
	435–445

	10.6
	Making the Customer Number One
	Work It Out 10.8 & 10.9; Knowledge Check 1–2
	445–448

	10.7
	Enhancing Customer Satisfaction as a Strategy for Retaining Customers
	Knowledge Check 1
	449–452

	10.8
	Strive for Equality
	Impact on Service 1–4; Review Questions 1–7; Search It Out 1 or 2
	453–459




