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1.    Mission Statement:  Wayland Baptist University exists to educate students in an academically challenging, learning-focused and distinctively Christian environment for professional success and service to God and humankind.

2.    Course: MKTG 5395 – VC01, Customer Service


3.    Term: Fall 2017
4.    Instructor: Shelley R. Tapp, Ph.D..
5.    Office Phone Number and WBU Email Address:  806/291-1037

tapps@wbu.edu
6.    Office Hours, Building, and Location:  
       Nunn 113, Plainview Campus
7.    Class Meeting Time and Location: Virtual campus
8.    Catalog Description:  Examination of methods for achieving and maintaining competitive advantage through customer service, with in-depth view of methods for managing customer relations in ways that lead to increased profits and greater satisfaction for the customer. 

9.  Prerequisites: MKTG 5302.
10.  Required Textbook and Resources:  
	Book
	Author
	Edition
	Year
	Publisher
	ISBN#
	Updated

	Managing Customer Relationships: A Strategic Framework
	Peppers and Rogers
	2nd 
	2004
	John Wiley & Sons
	978-0-470-42347-9
	2016


11.  Optional Materials:None
12.  Course Outcome Competencies:

· To demonstrate the application of Christian principles through the ethical design and implementation of customer service systems 

· To define customer service quality and examine conceptualizations and measurements of customer service quality

· To examine service customer relationship management as a series of interactions between the customer and the enterprise
· To explore how to create a customer orientation within an enterprise
13.  Attendance Requirements:  This class begins on August 22, 2016 and ends on November 5, 2016.  You are expected to log in to the class website in week 1 (August 22-28, 2016) and every week thereafter.  The class website has important information that will help you earn the grade you wish to receive.  There are assignments due every week.  Late work will not be accepted.  Everyone in this class faces situations that make receiving your degrees difficult.  Most students, however, balance their school and other responsibilities so that they complete all that is required of them in the course.  I expect you to do the same.  If some extreme situation occurs that would make you unable to access the course and submit assignments on time, you will have to communicate with me immediately, so that we can decide if it is in your interest to continue the course under those conditions and what accommodations I might make.  Such situations must be unusual and documented.  Travel for work, family holidays, family events do not constitute unusual circumstances.  You should plan for such events and work ahead, if necessary, to ensure that your work is submitted on time.  Part of the reason for this policy is that your submission of work on a regular basis is the only indication the university and I have that you are actually intending to complete this class.  Students who do not submit required work on time will initiate a Report of Unsatisfactory Progress that specifies failure to attend the class.  This is done because for all students receiving any type of federal aid the university has to report, if the student withdraws or is dropped from class, the dates on which the student did attend.  Required work submission in a timely manner indicates that you are attending a course that is offered online.  You should also know that if you are reported as not attending during the first two and one-half weeks of class, you will be administratively dropped from the course.   Whether you are reinstated in the class will depend upon how I assess your chances for successfully completing the course given the work you have missed.  Therefore, while you will see under the Course Requirements and Grading Criteria section of this syllabus that you have some flexibility to choose which Discussion Board Topics and Assignments you wish to complete, it would be wise to complete the first few, to prevent your being dropped from the course. The first Discussion Board topic is mandatory for all students and must be completed on time, as must all other assignments.  
14.  Statement on Plagiarism and Academic Dishonesty: Wayland Baptist University observes a zero tolerance policy regarding academic dishonesty. Per university policy as described in the academic catalog, all cases of academic dishonesty will be reported and second offenses will result in suspension from the university.

15.  Disability Statement: “In compliance with the Americans with Disabilities Act of 1990 (ADA), it is the policy of Wayland Baptist University that no otherwise qualified person with a disability be excluded from participation in, be denied the benefits of, or be subject to discrimination under any educational program or activity in the university. The Coordinator of Counseling Services serves as the coordinator of students with a disability and should be contacted concerning accommodation requests at (806) 291- 3765. Documentation of a disability must accompany any request for accommodations.”
16.  Course Requirements and Grading Criteria:

Students shall have protection through orderly procedures against prejudices or capricious academic evaluation. A student who believes that he or she has not been held to realistic academic standards, just evaluation procedures, or appropriate grading, may appeal the final grade given in the course by using the student grade appeal process described in the Academic  Catalog.  Appeals  may  not  be  made  for  advanced  placement  examinations  or  course  bypass examinations. Appeals are limited to the final course grade, which may be upheld, raised, or lowered at any stage of the appeal process. Any recommendation to lower a course grade must be submitted through the Executive Vice President/Provost to the Faculty Assembly Grade Appeals Committee for review and approval. The Faculty Assembly Grade Appeals Committee may instruct that the course grade be upheld, raised, or lowered to a more proper evaluation. 

Grading Requirements

General Statement on Homework and Exam policies
Homework will not be accepted late for any reason, except extreme health issues as stated below.  You have a specified number of homework assignments that you may miss during the semester without damaging your grade.   There is no reason, under normal circumstances, for turning in a late assignment.  If you have family or work plans, either turn the assignment in early, complete the work while you are gone, or take that assignment as one of the assignments that you will skip.  If you are ill, and cannot turn the assignment in on time, that will be one of the assignments that you will skip.  If you have technical difficulties with your computer/Internet connection, that will be one of the assignments that you will skip (However, in this case you should quickly find an alternative computer or Internet connection to submit your work.).  This is not an exhaustive list.  Possibly some other eventuality could prevent you from turning in your assignment on time.  Then that is a week’s assignment that you will skip.  In the event of serious illness or injury, we usually get an email from Enrollment Management informing us of your status and whether you will be returning to school before the end of the term.  In the event that you do return, then you and I will agree to a schedule for making up work missed during your health crisis.  But, short of such an extreme and uncommon occurrence, late work will receive a 0 and make-up work will not be allowed.

Discussion Board Assignments:  You will submit 8 separate writing assignments worth a total of 20 points.  These assignments are included on the Syllabus (where they are broadly outlined) and in the discussion board tab (where details of the assignments are posted). These postings will be completed as individual assignments.  Discussion Board Assignments will not be accepted late.   Eleven total Discussion Board Assignments are included in the Syllabus and available for you to choose in which week you will submit your Discussion Board Activity with the exception of the first Discussion Board topic which is mandatory for all students.  You are given the option of choosing which seven other assignments you will submit.  So, in the words of Indiana Jones and the Last Crusade, choose wisely and get your assignments in on time. All Discussion Board responses should be posted on the Discussion Board by 11:59 p.m. (Central Time) on the date on which they appear in the schedule of classes.  Late responses will not be accepted and will not be graded.  If you fail to post by the deadline for a particular week, that week’s assignment becomes unavailable to you.  So, if you fail to post four Discussion Board Assignments, then your maximum grade for this activity will be 80 points (assuming that you receive all available points for each assignment).  The flexibility built into the Discussion Board Assignments should allow you to complete the required 8 on time, yet manage the requirements of your daily life.  You will receive 12 points for a thoughtful, complete and responsive posting and 8 points for posting to two other threads that same week.  Your responses to the other threads must go beyond “yes, I agree with what you said.”  Give an example from your own experience as an illustration or contrast.  If your posting is much the same as another student, reflect on how you perceived different things in the reading.  In some cases, you can offer alternative suggestions for improving the situation described or utilizing the analysis technique, or explaining how this information could be used to improve customer service in your institution.  In short, you must make valid, thoughtful, and substantive comments.  It will be helpful for all students if each of you has your response to the week’s topic posted by late Friday night, so that each of you will have Saturday and Sunday to respond to two other students’ posts. 
Further Reading Requirement:  In 8 of the 10 weeks that contain an assignment of Further Reading, you must also post an assignment that summarizes two articles that you have read beyond the required reading in the text.  The articles may not be ones included in the course’s required reading or in the references at the end of the articles/chapters included in the text.  These postings will appear under the Assignments link in the Course Content area of the course web site.  You must provide full reference citations for both articles.  You should use the articles and databases search function available to you through the LRC link on the WBU homepage.  You will be able to refine your search to avoid the most esoteric articles from academic, peer-reviewed journals, if you wish.  For example a simple search on the term customer relationship management generated over 5 million articles, but many of these were in academic journals.  On the same page where your results pop up, on the left side of the page are the words “Refine Results.”  If you scroll down to the area headed by “Source Types,” you may click on magazines and trade publications, which will narrow the results to a mere 1 million articles.  If you then click on Limit To “Full Text,” you will see the total drop to just over 700,000.  And you can further restrict the results of your search by restricting the titles to those published in the last 2 years.  There is a slide on the left hand side of the screen that allows you to adjust the time period which you want (however, you can simply type 2014 into the first box, which is much easier than trying to use the slide).  But all of these articles will be written for the practitioner of business (instead of the professor of business) more or less and will be available as full text downloads either in pdf or html.  Now if you want to get really fancy, click on advanced search (it’s a link just under the keyword search box at the top of your results page).  This search will allow you to add an industry, for example health care, so that the articles you pull up will (more or less) focus on customer relationship management in the health care industry. But you will have to re-check the boxes for source type (magazines and trade publications) and the limit to box for full text.  What if you work in retailing?  Let’s check retailing and customer service management (of course, we’ll have to check the magazines and trade publications boxes again).  That brings us 19,000 articles on customer relationship management and retailing, sort of.  I say sort of because some things will pop up because they contain either the words “customer relationship management” or “retailing,” although the search engine should combine them.  So you’ll still have to look through at least some of the list to find something relevant to you.  Be prepared to spend some time in the online library search and to run up against roadblocks (nothing comes up on the terms you enter, for example).  Just change your search terms or broaden your focus.  The articles you choose to review must address some aspect of customer relationship management addressed in the chapter reading for the week. You can get ideas for what search terms to use from your text reading for that week. You may choose which weeks you will post readings, but readings summaries posted late will receive a 0.  Otherwise, each article that is summarized adequately and properly sourced will receive 10 points for a potential grade of 20 points per each week of submission.  So, be careful to watch your time.  Just so you know, the summaries will be checked through SafeAssign.  I will post a short rubric so that you can see the criteria on which the summaries will be graded.



Reading Assignments (8 @ 20 points each)



160


Discussion Board Assignments (8 @ 20 points each)

160





Total Points Possible




320

Letter grades will be recorded based on your percentage of total points achieved.  They will be recorded in accordance with the Grading System as found in the Academic Catalog.  This system is reproduced below.

Symbol
Percentage



Symbol
Percentage

    A

90-100



    D

60-69

    B

80-89




    F

Below 60

    C

70-79

17.  Tentative Schedule: (Calendar, Topics, Assignments)
	Week
	Assignment
	Text Chapters 

	Week 1

Aug.21-27
	Evolution of Relationships with Customers  and The Thinking behind Customer Relationships

Discussion Board 1 due Aug 28 and MANDATORY for all students—See details in Discussion Board (DB) tab
	1 and 2

	Aug 28
	Discussion Board 1 due today, Aug 28, by 11:59 p.m. Central and MANDATORY for all students—See details in Discussion Board (DB) tab
	

	Week 2

Aug 28-Sept 3
	Customer Relationships:  Basic Building Blocks of IDIC and Identifying Customers
	3 and 4

	Sept 1
	Assignment 1 due today, Sept 1, by 11:59 p.m Central.  See details on Assignment link in Course Content tab
	

	Sept 5
	DB2 due today, Tuesday, Sept 5, by 11:59 p.m. Central.  See details on DB tab
	

	Week 3

Sept 4- 10
	Differentiating Customers:  Some Customers Are Worth More than Others and Differentiating Customers by Their Needs

	5 and 6

	Sept 8
	Assignment 2 due today, Sept 8, by 11:59 p.m. Central.  See details on Assignment link in Course Content tab.
	

	Sept 11
	DB3 due today, Sept 11, by 11:59 p.m. Central.  See details on DB tab
	

	Week 4

Sept 11-17
	Interacting with Customers:  Customer Collaboration Strategy 
	7 

	Sept 15
	Assignment 3 due today, Sept 15, by 11:59 p.m. Central.  See details on Assignment link in Course Content tab.
	

	Sept 18
	DB4 due today, Sept 18, by 11:59 p.m. Central.  See details on DB tab.
	

	Week 5

Sept 18-24
	Customer Insight:  Dialogue, and Social Media
	8

	Sept 22
	Assignment 4 due today, Sept 22, by 11:59 p.m. Central.  See details on Assignment link in Course Content tab.
	

	Sept 25
	DB5 due today, Sept 25, by 11:59 p.m. Central.  See details on DB tab.
	

	Week 6

Sept 24-Oct 1
	Privacy and Customer Feedback
	9

	Sept 29
	Assignment 5 due today, Sept 29, by 11:59 p.m. Central.  See details on Assignment link in Course Content tab.
	

	Oct 2
	DB6 due today, Oct. 2, by 11:59 p.m. Central.  See details on DB tab.
	

	Week 7

Oct 2-8
	The Payoff of IDIC:  Using Mass Customization to Build Learning Relationships
	10

	Oct 6
	Assignment 6 due today, Oct 6, by 11:59 p.m. Central.  See details on Assignment link in Course Content tab.
	

	Oct9
	DB7 due today, Oct. 9, by 11:59 p.m. Central.  See details on DB tab.
	

	Week 8 

Oct 9-15
	Optimizing around the Customer:  Measuring the Success of Customer-Based Initiatives
	11

	Oct 11
	Assignment 7 due today, Wednesday, Oct 11, by 11:59 p.m. Central.  See details on Assignment link in Course Content tab.
	

	Oct 16
	DB8 due today, Oct. 16, by 11:59 p.m. Central.  See details on DB tab.
	

	Week 9

Oct 16-22
	Using Customer Analytics to Build the Success of the Customer-Strategy Enterprise
	12

	Oct 20
	Assignment 8 due today, Oct 20, by 11:59 p.m. Central.  See details on Assignment link in Course Content tab.
	

	Oct 23
	DB9 due today, Oct. 23 by 11:59 p.m. Central.  See details on DB tab.
	

	Week10

Oct 23 -29
	Organizing and Managing the Profitable Customer-Strategy Enterprise, Part 1.  Exam link opens in Course Content area.  Exam must be completed by Saturday, Nov 5
	13

	Oct 27
	Assignment 9 due today, Oct 27, by 11:59 p.m. Central.  See details on Assignment link in Course Content tab.
	

	Oct 30
	DB10 due today, Oct. 30 by 11:59 p.m. Central.  See details on DB tab.
	

	Week 11

Oct 30-Nov 4
	Organizing and Managing the Profitable Customer-Strategy Enterprise
Where Do We Go from Here?

Term ends on Saturday, Nov 4, at midnight. DB11 must be submitted by 11:59 p.m. Central on Nov 4 if you are submitting it
	14 and 15

	Nov 1
	Assignment 10 due today, Oct 27, by 11:59 p.m. Central.  See details on Assignment link in Course Content tab.
	

	Nov 4
	DB11 due today, Saturday, Nov 4 by 11:59 p.m. Central.  See details on DB tab.
Exam 1 due by 11:59 p.m. Central.  After this time, the link to the exam will disappear.
	


18.  Additional information as desired by the faculty member.

