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Department: Culinary Arts  Semesters Offered: Fall 15 wk semester, Spring 15 wk semester

Course Description: This course is designed to teach students Customer Service. Students will
understand the importance of customer centric as they learn dining room maintenance, how to
greet and seat customers, and provide customer service in a dining room setting. They will
learn what it takes to exceed guest expectations and how to handle guest payments and
recovery.

Co-requisites: MA 025A, ENR 040, DE 020, DE025_

Credits: 2 Lecture Hours: 0 Lab/Studio Hours: 4 Clinical/Fieldwork Hours: 0

Required Textbook/Materials:
Manage First: Customer Service. National Restaurant Association, Pearson.

Additional Time and Supplemental Requirements: Based on a 15 week semester, students are
expected to complete approximately 4 hours per week of assigned work outside of class

Course Learning Outcomes: Upon completion of this course, students will be able to:

1. Explain the functions of the Front-of-the House as it relates to the Back-of-the-House
and Customer service.

2. Follow established customer service standards.

Demonstrate how to maintain dining room sanitation standards.

4. Deliver high quality Dining-room customer service that creates value for the customer
and profit for the operation.

5. Process guest payments.

6. Present a marketing plan for a successful restaurant service program.

w

General Education Outcomes: This is not a general education course.




Grading Standards:

Criteria Grade
1. Coursework 35%
2. Classroom Performance 45%
3. Field Project 10%
4, Customer Service Exam 10%
5. 100%

Course Content: (Schedule and suggested topics, readings, and assignments subject to change based
on instructor and instructional resource)

WEEK TOPICS
1. Handout Syllabus and Professional Appearance
2. The Importance of Customer Service
3. Exceeding Guest Expectations
4, Customer-Centric Service
5. Designing Customer Service Standards
6. Implementing an Effective Customer Service Program
7. Midterm
8. Field Project Assignment
9. The Professional Server
10. Greeting and Seating Customers
11. Dining Room Service: Fine and Casual Dining
12. Responsible Beverage Service
13. Guest Payment and Service Recovery
14. Marketing the Positive Guest Service Experience
15. Customer Service Exam

GRADING FACTORS

Coursework 35%
Classroom Performance 45%
Field Project 10%
Customer Service Exam 10%
100%

College Policies: For Information regarding:
e PCCC’s Academic Integrity Code
e Student Conduct Code
e Student Grade Appeal Process
Please refer to the PCCC Student Handbook and PCCC Catalog

Inclement Weather:




In the event of inclement weather and the College is closed, all classes will switch to remote
(Zoom) learning. The Zoom link for this course section is has been added here in this document
by your instructor. Please also see BlackBoard for further instructions.

PANTER ALERT: The College will announce delayed openings, closings, and other emergency
situations through the Panther Alert System. Students are encouraged to sign up for Panther
Alert Notifications by logging into their student accounts through the PCCC website at
www.pccc.edu and following Panther Alert System instructions.

Requesting Reasonable Accommodations at Passaic County Community College: Passaic
County Community College Office of Accessibility Services, in accordance with Section 504 of
the Rehabilitation Act of 1973, Americans with Disabilities Act (ADA) of 1990, and the
Americans with Disabilities Act Amendments Act (ADAAA) of 2008 is committed to providing
reasonable accommodations to students with documented disabilities. If you have a disability

and believe you need accommodations, please contact the Office of Accessibility Services (OAS)
at (973) 684-6395 or email ods@pccc.edu. Students should request accommodations as early as
possible, since they may take time to implement.


http://www.pccc.edu/
https://pccc.edu/accessibility-services/
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