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Van Syckle BUA 130


Jackson Community College Department of Business is the only two year program in the south-central region that has been accredited by the Accreditation Council of Business Schools and Programs since 1993.


Jackson Community College Department of Business 
BUA 130 Customer Service
Faculty: Barbara Van Syckle                     	Biography: http://personal.jccmi.edu/vansyckbarbara/
E-mail: bvansyckle@jccmi.edu 		Office Phone: 517-796-8547    Office Location: WA 226D
Attendance: Required 3 x/week		Office Hours: Mon – Thurs 8-10 AM online
Technical Issues? Contact JCC Solution Center: (517) 796-8639 or jccsolutioncenter@jccmi.edu
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			Required Materials:		

Customer Service 5th edition by Timm 
Self-Assessment Library CD/Access Code by Robbins
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 What is Customer Service?
Customer service is more than simply smiling and being polite. The best service meets customer’s expectations and satisfies their needs in an experience that creates a memorable impression and a lasting relationship. In the face of change, an uncertain economy and intensive competition, the student will learn to create an unexpected, highly evolving experience, to create customer loyalty, and compelling word of mouth customers. The core element of service quality will be applied to both people-centered and technology-centered businesses, industries and organizations. The ultimate goal of this course is to help improve students’ abilities to communicate effectively with internal and external customers.

What are the objectives of BUA 130?
Recognize techniques for creating customer loyalty by  exceeding expectations in value, information, convenience and timing
	Gain tools for dealing with/recovering lost customers
	Engage and lead internal/external customers
	Ability to gather performance-enhancing feedback
	Create processes/experiences for service excellence
	Make dramatic improvements in communication behaviors: listening, writing, and speaking.

What is the Goal of the Teaching - Learning Approach for this Class?
“The basic goal of the teaching – learning process is autonomy, a term that includes intellectual initiative and creativity, the capacity to frame questions and problems, and the means to solve these problems.” 

“Among effective teachers, Plato is the spokesperson for the goal of autonomy. Problem solving extends dialogue and discussion taking student autonomy to a higher level, since part of the journey lies in the student discovery of the answer, and many answers, through higher levels of thinking. Though the curriculum is carefully shaped by the professor the authority over the subject passes subtly to the student.” Much of this journey lies in the student’s participation in small groups, both within and outside of the classroom. Robert Case. “Plato’s Premise: Fostering Student Autonomy.”  Thought and Action, XVIII, No 1 & 2 Fall, 2002, pp 38-39.

The Board of Trustees of Jackson Community College has determined that JCC graduates will develop certain skills while enrolled in the college. This course meets the criteria for ADO 9: working in small groups. Each of the BUA 130 objectives is achieved through activities that include primary research techniques of observation, surveys, focus groups, interviews, as well as secondary methods via the Internet. Lecture, simulations, critical thinking scenarios, role playing, forums, self-assessment and reflection complete the learning strategies.
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How Do I Contact the Instructor? 
Send an email or IM and if you want a reply it is necessary to:
Put course # and section # in subject line (BUA 130.I50).
Use a greeting, such as Hi MrsV and sign your name, such as Mary Smith.
These are common communication practices that demonstrate your good human relations skills. Our Business Advisory Group of business leaders in the community expects that you will have these abilities.

Follow the “Rule of Two Round-Trips.”
After two back & forth emails or IMs call the instructor (517) 796-8547. Students remark how easy it is to clear things up quickly! No response within 48 business hours? Your message didn’t go through perhaps because the required information was missing.

What are Student Responsibilities?  
These unchanging, non-negotiable, required responsibilities are designed so that the student 1) takes responsibility for learning, 2) maintains ethical standards and 3) takes responsibility for communicating with the instructor sooner rather than later. 

The Unbreakable Rules are as follows:
Follow the requirements in the Academic Honesty document posted in this class. (JetNet)
Late work receives a zero. Due dates are posted and are firm. 
Extra credit is built into the grading scale for all students. 
Working ahead is always available. These two opportunities provide for any student emergencies. Any other modifications must have medical or funeral documentation and requested before the absence occurs.
View the grade book weekly and JCC email account weekly. Grade issues must be reconciled within the same week of grade posting. Waiting until the end of the semester will not result in a grade change for any reason.
Credit or points are earned for learning, not for effort or best intentions. Submit work with your best 1st effort as that is your only opportunity to do. Note that extra credit is built-in for each student. The built-in extra credit and working ahead are the provisions for unexpected situations or lack of planning. Do not ask for additional extra credit or makeup.
Appropriate business talk is required in all communication: email, phone, IM, forum, assignments.



What is the Rule about Late Work & Extra Credit?
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There are no acceptable excuses for late work, including and not limited to technology problems, Internet access problems, and misunderstanding the syllabus. Work is available weeks in advance of due dates to accommodate work/family obligations. Extra credit is built into the grading system for events beyond control including missing an assignment or test. 

What is the Attendance Policy?  
Your participation and attendance is expected three (3) times weekly in class. Attendance is counted by your participation in Class Talk, taking weekly tests in JetNet, completing non-graded work of your choice in the textbook support site, to name a few.  Your success will depend upon the time you spend in class. JCC administration and the federal government now require faculty to file attendance regularly throughout the term. Filing dates are noted on the Course Calendar. Your report is available online. Note the Course Calendar identifies GRD #1, GRD #2, and GRD #3 as when each of these reports is due.

   “H”—the student needs “help” and a notification goes to the Center for Student Success. 
   “V”—the instructor “verifies” that the student is participating and doing acceptable work. 
   “Q”—the student is not participating or attending and the instructor believes they have unofficially withdrawn.  A “Q” will result in an administrative interruption from the course. ***If a student wishes to withdraw from the course it is the responsibility of the student to officially withdraw. 
How Do I Take Tests? How Do I View my correct/incorrect Answers?
Alone and without the use of any notes, books, web sites or any other resource. 
	There is one opportunity to take each test. Clicking on the test is the commitment to complete that test and is the only opportunity. Each test is timed. Students have found that this is sufficient to complete each test without the use of books, notes or other assistance. 
	Wonder if a test question has been scored correctly? After the quiz has closed for the week for the class, you may view the test for 48 hours. E-mail instructor the evidence of page number, text quote, and detailed explanation. Testing is based upon text material, not student or instructor opinion.
	The questions are primarily multiple-choice with a few true/false.  According to Leigh Newman in 9 Rules for Life: “A lot of your life will be determined by multiple choices. There is a secret strategy behind "a, b, c or none of the above. One of the choices is a fake answer: one designed to look correct even though it is not. This will usually be the first answer you pick. If you immediately eliminate it instead, you will be left with three slightly wrong-looking but closer-to-right choices, significantly improving your chances of success. Once you have mastered this technique during testing, take it with you into the rest of your life.”

What is the “No Surprises” Grading System? 
Dollars/points earned can be viewed so you may determine your grade on any day of the term.  Percentages are not used for grading so ignore the %s in JetNet.
	Quizzes will be graded automatically once submitted.  After the quiz has closed for the week for the class, you may view incorrect/correct answers for 48 hours. 
	Assignments and projects will be individually graded and manually entered into the grade book.
	View the Course Calendar document for the assignment requirements and due dates.
	50 extra credit points are built into the grading system for misunderstanding an assignment or scoring poorly on a test or missing deadlines for a variety of individual reasons. This is a stronger option than dropping the lowest test score which may only be 25 or 37 points.

7 Tests @$50                               =$350
1 Study Plan @25                       =  $25
5 Study Plans @$60                   =$300
Final Exam @ $75                      = $ 75
Total                                             =$750
Grading Scale: Do not JetNet %s
$700 – $650 = 4.0        $519 – $490 = 2.0
$649 – $600 = 3.5        $489 – $450 = 1.5
$599 – $560 = 3.0        $449 – $420 = 1.0
$559 – $520 = 2.5         below $420 = 0.0
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Is there “insider information” about an online class? 
It may be surprising to learn how much of student success depends directly upon the student.
	Writing and reading make up 100% of an online class. Talking and listening are replaced by reading and writing. If you do not like to read and find it difficult to write, this class is not for you.
	The weekly time commitment for a three (3) credit online class to earn a 2.5 or higher: 
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	3-5 hours reading and completing activities using individual learning strategies
	1-2 hours observing customer service at work and other places 
	0.5  hour  completing tests 
	2.0-2.5 hours developing written assignments.
	Schedule a quiet place for studying.
	Talk with friends/employers about topics we study to reduce study time and memorization as well as increase retention.
	Due dates are Fridays at 4:55 PM in this class as the JetNet system becomes overloaded at times on Sunday nights. Due dates are Fridays in this class as the JetNet system becomes overloaded at times on Sunday nights. So we moved working in the text book to the second week to give you the preceding weekend to work. Begin your textbook work the first weekend of class: don’t wait.
	Every year a group of students, along with the instructor, design this course, using student feedback gathered throughout the year. So all of the rules, assignments and guidelines were determined by students for students.

Notes

By continuing with this class, the student agrees to all conditions and requirements of the class as set forth in all parts of the syllabus and on the class web site, including but not limited to due dates, grading policies, methods of communication, academic honesty, attendance and all procedures and requirements. The syllabus and other documents may be modified by the instructor at any time throughout the course. Additional elements of the syllabus include Course Calendar, Academic Honesty document, and Real Answers from Real People.  --The End

