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Fairleigh Dickinson University

School of Administrative Science

Masters of Administrative Science (MAS)
ONLINE 3 CREDIT COURSE SYLLABUS

Course:
Customer Service for Public & Not-for- Profit Organizations
Course: 
 MADS 6662

Course Overview
Public sector organizations have been increasing their focus on the customer. Reengineering movements have pushed government to design processes with the customer in mind. This customer-centric approach requires that public and non-profit or not for profit agencies are able to identify their customers, understand their wants and needs and establish some metrics and outcomes in terms of customer satisfaction. This changes the way we provide essential services. It is the intention of this course to provide insight into how organizations can change to meet customer needs, how customers impact organizations, and possible strategies to address those changes. The course will examine issues relevant to providing quality customer service in public and non profit organizations. This course uses assigned readings, lecture, discussion, exams, and a project wherein participants plan to apply concepts and strategies as the teaching/learning format, is hopefully, internalized.

The required text is:  Zemke, R. & Woods, J. A. (Eds.). (1998). Best practices in customer service, New York, NY: American Management Association,           ISBN 0-8144-7028-9 

Supplemental Reading:

           The following list of suggested reading materials is not an exhaustive source of published works relevant to this topic.  Some of these may be “dated” sources, but they contain materials that are appropriate to this course.  


Brown, S. A.  (1997). Breakthrough Customer Service.  Canada: John Wiley & Sons.




Hammer, M. & Champy, J.  (1993). Reengineering the Corporation: A Manifesto for Business Revolution.  New York: Harper Business, a Division of HarperCollins Publishers.     


Katzenbach, J. R. & Smith, D. K.  (1994). The Wisdom of Teams: Creating the High-Performance Organization.  New York: Harper Business.


Lucas, R.  (1996)  Customer Service Skills and Concepts for Business.  Glencoe: McGraw Hill.


Lundin, S. C., Paul, H., & Christensen, J.  (1995).Fish! A Remarkable Way to Boost Morale, Performance and Results.  New York, NY: Hyperion.


Osborne, D. & Gaebler, T. (1992) Reinventing Government: How the Entrepreneurial Spirit Is Transforming the Public Sector. Reading, MA.,  Addison Wesley Publishing

Peters, T. J. & Waterman, Jr., R. H.  (1982) In Search of Excellence.  New York: Harper & Row.

Schneiider, B. & Bowen, D. E. (1995).Winning the Game.  Boston: Harvard Business Press.



Senge, P. M.  (1990).The Fifth Discipline: The Art and Practice of the Learning Organization.  New York, NY: Doubleday.


Thompson, F. J.  (1993). Revitalizing State and Local Public Service.  San Francisco: Jossey-Bass Publishers.

EXIT COMPETENCIES: By the end of the class, participants will be able to: 

Identify their current customers and other stakeholders;

Determine the basic service needs and expectations of both the internal and external customers and other stakeholders; 

Identify customer service problems and make recommendations to improve service delivery;

Articulate the importance of a customer focus in their operations and on the provision of services;

Articulate how organization structure and operations impact on customer service; 

Determine strategies to solicit input from the customer groups;

Articulate measurement processes that enable them and their organizations to determine good customer service;

Articulate techniques for dealing with internal resistance to change within the organization as the organization moves to a customer-driven focus;

Identify and analyze customer service issues and recommend potential solutions; 

Assess current operations for possible consequences, both intended and unintended, that relate to shifting to a customer-focus organization; and

Identify the role of organizational culture in changing to a customer-focused organization.

Course Organization: 
The instructor reserves the right to alter the syllabus where warranted

The course is a ten week course that runs consecutively with no breaks or vacations. Week one starts on September 24 2006 and ends on December 2 2006. During the 10 weeks a midterm exam will be given during the week that begins October 22, 2006. A final exam will be given during the week that begins November 26 2006.
Expectations: First things first and that is all written material submitted must utilize correct spelling (with spell check how can one not?) and the APA style rules for grammar and citations. Additionally, all written material submitted must be in Microsoft Word format.

The instructor reserves the right to alter the syllabus where warranted.

Students are expected to complete the material within the given timeframes. In the event a student cannot maintain the schedule due to some unforeseen and unavoidable emergency, an accommodation may be made at the discretion of the instructor. Problems related to procrastination (I finished 25 minutes before the deadline but couldn’t get connected to the Internet”, “the dog ate my thumb drive”) will not be treated as true emergencies However, your grade may be adversely affected by the late submission of materials.

Assignments: assignments will be periodic throughout the class and are written analysis of a week’s lesson or theme; or may be a serious of questions designed to reinforce particular concepts. The assignments will be noted as a separate item under the course documents section for the week specific week with the lecture notes
Class participation: learning requires two-way communication in the form of an active participation and interaction. Active participation is demonstrated by vigorous discussion on the Blackboard section for the weekly discussion board. Participation is more then “I agree with that.” “I agree with that because ….. and also …..” constitutes participation in a meaningful way. On-line class discussions will center on the weekly topics for which the assigned readings and lecture notes provide a common frame of reference

Case Studies and Web Searches
Periodically through out the semester the students will be required to complete case studies and web searches relevant to the planned topic of discussion. Case studies are used to analyze the relationship of theory to practice and to illustrate the practical relevance of theoretical models to administrative action
Academic Integrity I want to make special mention of the need for academic integrity, especially as it relates to the internet. I have had the unfortunate experience of students doing “cut and paste” and then presenting the working as their own. Please be vigilant and honest about your use of the internet because it is a terrific tool and resource but if you do use please acknowledge it as a source.
Final Paper:  Please see item under assignments
Presentation: Each student will present his or her paper during the last two weeks of class. Presentations will provide an opportunity for class members to critique and suggest other aspects to consider. A Power Point presentation or outline of the subject presented is to be posted on the discussion board. Use whatever visual tools you believe will augment your presentation. 

Evaluation and Grade Determination: Each student will be responsible for participation in the discussion board for each section, as well as the completion of assignments, case studies, examinations, a term paper, and presentation of the paper. There will be optional assignments available for individual development. Examinations may include multiple choice, short answer and essays and will be returned in one week. Questions will come from the presentations and readings. The mid-term examination, given on the fifth (5th) week, will cover information presented in the first four weeks of the course. The final is scheduled for the tenth (10th) and final week and will be cover information presented beginning with week six (6). 


The grading formula to be used is as follows:
Activities are assigned a point value that contributes towards the final grade for the course:

•
Mid-term Examination   15 points

•
Final Examination 15 points

•
Term Paper 15 points

•
Online Discussion/Participation 20 points

•
Online Presentation 10 points

•
Assignments 10 points

•
Case Studies 15 points










Total =s 100 points
Grade Scale: A = 96 - 100    A- = 90 – 95 B+ = 87 - 89    B = 83 - 86   

 B- = 80 - 82 C+ = 75 - 79    C = 70 - 74      F = Below 70

For example, the grade you receive on the midterm exam will be anywhere from zero to fifteen and that number will be added to the other elements and their point values to determine the total numerical number for the course. The numerical total will then be translated into a letter grade as indicated above.
Subject and Reading Schedules 

Attached is a schedule of the subject and reading assignments for the semester. The Discussion Board will center on the weekly topics for which the assigned readings will provide a common frame of reference. Additional reading will be assigned at the instructor's discretion to augment topics.

Week 1
Orientation and Introduction
Review Syllabus

Week 2 Unit 1 
What is Customer Service?
Best Practices Identifying and understanding the customer
Chapters 1 & 2 Customer, stakeholders
Internal and external customers


Week 3 Unit 2 
Communicating with Customers
Best Practices Customer Service via Technology and Diversity
Chapters 17, 18, 19, 28, 29, 30 

Week 4 Unit 3 
Customer Service and Behavior
Best Practices Customer Expectation
Chapters 4, 6,9,15, Listening to the Customer 34 


Week 5
 MIDTERM EXAM

Week 6 Unit 4 
Handling Difficult Customer Encounters
Best Practices Service Recovery Chapters 14, 16, 20, 

Customer expectations and perceptions 26, 27 

Customer satisfaction, listening to the customer's needs and wants
Best Practices Chapters 24, 25, 31 

Week 7 Unit 5
 How Complaint Handling Can Drive the Organization, Best Practices Coaching and Management Support
Chapters 7,11,12,13, 32, 35 

Week 8 Unit 6
 Encouraging Customer Loyalty and Benchmarking: 
Best Practices Measurement and standards
Chapters 5, 8, 10, 21, 23, 

Week 9 
Focusing on the Future; Alliances and their value
Chapter 28, 29, 30 PRESENTATIONS - Final week to post and comment on presentations.

Week 10 
FINAL EXAM

