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Title of Performance-Based Assessment: “Understanding and Delivering Exceptional Customer Service” 


Overview of Performance-Based Assessment: (Summary of the assessment with a brief synopsis of each task)
`
Overview:  Students will be presented with a scenario of a well known chain restaurant opening in a popular shopping area in an affluent community. The restaurant has a reputation of excellent food and service and this will be the newest restaurant of the chain to open in this area. The students will be required to learn what are the components needed to deliver exceptional customer and the personal benefits of giving excellent service as a waiter/waitress. They will be required to develop various scenarios, create possible situations, apply skills to resolve any problematic situations via role-playing, and observe and critique in written format the students’ demonstrations/assessments in providing exceptional customer service and handling customer complaints.
Synopsis of Tasks:

Task 1   - Identify and take advantage of every opportunity to make a good impression and deliver exceptional customer service. (Knowledge)
List the personal benefits of giving excellent customer service. 

Task 2- Show consideration for customers by focusing on their needs, showing a sense of urgency, and encouraging and honoring special requests.

Task 3– Turn problems and complaints into opportunities to serve customers and win their loyalty.

Task 4_ How can an employee’s attitude affect a customer?  

“Unwrapping” Standard(s) and Indicators (subcomponents) 

Write out the standard and related indicators that you have selected for your performance-based assessment (PBA).  Unwrap the standard and indicators below, underlining the concepts (nouns) and circling the skills (verbs) in each statement.

Full Text of Standard(s) and Indicators(s) in Targeted Content Area:

Recommend selection of one CTE Pathway standard, and 1-3 subcomponents in the same standard

Hospitality, Tourism, and Recreation Industry Sector

Food Service and Hospitality Pathway

B8.0 Students understand and apply the knowledge and skills essential for effective customer service:

B8.1 Understand the importance of customer service to the success of the food service establishment.

B8.2 Understand the concept of exceptional customer service and know ways of anticipating the needs and desire of customers to exceed their expectations.

B8.3 Know common customer complaints and the service solutions for preventing or resolving complaints.

B8.4 Understand the roles of management and employees in effectively meeting the needs to culturally and generationally diverse customers.

B8.5 Interact with customers in a positive, responsive, and professional manner.
Related Interdisciplinary Standard(s) and Indicators(s):

· Recommend selection of two CTE Foundation Standards from 1.0 &/or  2.0, and one CTE Foundation Standard from 3.0-11.0
2.0 Communications

Students understand the principles of effective oral, written, and multimedia communication in a variety of formats and contexts:
2.4 Understand the importance of effective nonverbal, oral, and written communication skills in getting and keeping a job.

2.5 Use appropriate vocabulary and the specialized terminology of the industry.

2.6 Understand verbal and nonverbal communication and respond appropriately. 
5.0 Problem Solving and Critical Thinking
Students understand how to create alternative solutions by using critical and creative thinking skills, such as logical reasoning, analytical thinking, and problem-solving techniques:

       5.3 Use critical thinking skills to make informed decisions and solve problems.

7.0 Responsibility and Flexibility

Students know the behaviors associated with the demonstration of responsibility and flexibility in personal, workplace, and community settings:
7.1 Understand the qualities and behaviors that constitute a positive and professional work demeanor.
9.0 Leadership and Teamwork

Students understand effective leadership styles, key concepts of group dynamics, team and individual decision making, the benefits of workforce diversity, and conflict resolution:


9.5 Understand how to interact with others in ways that demonstrate respect for individual and cultural differences and for the attitudes and feelings of others.
11.0 Demonstration and Application

Students demonstrate and apply the concepts contained in the foundation and pathway standards.

“Unwrapping” Standard(s) and Indicators (subcomponents) 

Unwrapped Concepts (content or underlined nouns):  

List underlined words below

Concepts:  Need to Know About Exceptional Customer Service

Knowledge

Skills

Food Service Establishment

Roles of management and employees

Customers

Exceptional Customer Service

Needs and Desires of Customers

Customer Complaints

Service Solutions

Preventing and resolving complaints

Needs of culturally, generational, and diverse customers

Positive, responsive, professional manner.

Unwrapped Skills (circled verbs):  List circled words below

Skills:     Be Able to Do
· Demonstrate* (exceptional customer service)

 (Roles of management and employees/ Needs of culturally and   generationally diverse customers)

· Apply (knowledge and skills/exceptional customer service)

· Anticipate (Needs and Desires of Customers)

· Know (Customer Complaints, Service Solutions, Preventing and resolving complaints

· Meet (Needs and Desires of Customers)

· Interact (Positive, responsive, professional manner)

Topics or Context: (What you will use to teach concepts and skills—particular unit, lessons, activities)

· Videos that will dramatize and model behavior so students learn customer services skills applicable to any foodservice environment.
· By practicing the behavior shown on the videotape, students can improve their professional skills.

· Learning exercises in a written format will reinforce the skills taught.

· Return and Review answers to written learning exercises so students may note any errors and encourage discussions with teacher.
· The video presentations will present the customer’s perception of quality service and service needs and focuses on what students must learn to do to provide customers with outstanding service.
· Student created scenarios where student groups will role-play where students depict various situations earning a big tip, supporting the internal customer, the importance of handling complaints, recognizing dissatisfied customers, maintaining a positive attitude, focusing on the complaint, offering a solution, and follow up with the customer.
· Sharing personal experiences/stories encountered in a restaurant setting and the resulting decision made and outcome.

	Identifying Big Ideas from 
Unwrapped Standard and Indicators
	Essential Questions from Big Ideas to 
Guide Instruction and Assessment

	1.
If you have the knowledge and skills you can deliver exceptional customer service.
	1. What does it take for to you to get a 20% or more tip? How can you avoid you getting a bad tip?

	2.
The success of a food service establishment is understanding the importance of customer service.
	2. How can customer service make or break a food service operation?  


	3.
To fully understand customers needs and desires; you must know how to first anticipate their needs; know common customer complaints; service solutions; to exceed customer expectations.
	3. How should you handle customer complaints?  

	4.
The roles of management and employees are essential in meeting the needs of culturally and generationally diverse customers and interacting with customers in a positive, responsive and professional manner.
	4. How can an employee’s attitude affect a customer? Who is the internal customer? 


	· Big idea ANSWERS the essential question

· Open-ended

· Student-friendly wording


	· Answered by the Big Idea

· One-two punch

· Emotive force




“Engaging Scenario” Planning 

Include elements of an effective Engaging Scenario:

S = situation
What situation will be used to connect this scenario to the real world?

C = challenge



Presents students with a challenge
R = role of student
What role will the student assume in the engaging scenario? (see supporting documents, page 133)

A = audience
Acknowledges audience – “Can the student present the completed task to others?”

P = product or performance
What will the student do or produce in relation to the engaging scenario? (see supporting documents, page 134)
Engaging Scenario (Full description):

· You have been hired to work as a waiter/waitress in a restaurant that will open this week in a popular shopping center in an affluent township. The restaurant is part of a popular restaurant chain that has an established reputation for exceptional food and service and is new this geographical area and there is excitement and great expectations and eager anticipation from the public on this new opening.
· Describe how you will provide exemplary waiter services to achieve a 20% tip or more from your customers.
· List things you can do to avoid a bad tip.
· Describe the personal benefits of delivering exceptional customer service.
· What should you do to focus on customers’ needs, a sense of urgency, and honoring their specials needs.

· List how you will win customers’ loyalty by turning their problems and complaints into opportunities to better serve them.
Joe,
I really like the concept of your Scenario. Please consider adding something to the story that would incorporate the 2nd-6th bullet. Perhaps the student is the head food server or general manager that is responsible to designing the training of the other new food servers. They could design a training manual or training poster or training PowerPoint presentation that would address the items in the remaining 5 bullets. You got the situation but need to complete the SCRAP part of the scenario. Take a look and see what you think.

K
Task 1 Planning Guide “SQUARE”

S   Which STANDARD(s) and Indicators Will This Task Target?

B8.0 Students understand and apply the knowledge and skills essential for effective customer service.
B8.1 Understand the importance of customer service to the success of the food service establishment.
B8.2 Understand the concept of exceptional customer service and know ways of anticipating the needs and desire of customers to exceed their expectations.

Q  Which Essential QUESTION Will This Task Address? 


1. What does it take for to you to get a 20% or more tip? How can you avoid you getting a bad tip?
“Bad tip” implies the answer. How about “How can a food server improve their chances for a higher tip?”
U  Which UNWRAPPED Content Knowledge and Skills Will This Task Develop? 

Content (list underlined nouns/words from standard and indicators)


 
Customer service
Skills (list underlined verbs/words from standard and indicators)


Demonstrate* (exceptional service)

Anticipate needs and desires

A  What APPLICATION of Learning Will This Task Require? (What will the students actually do or produce in this task?)

Students will list personal traits of giving excellent customer service.


Students will enumerate ways to anticipate customers’ needs and desires.
Students have conduct group discussions on how to recognize these needs and desires.

Student groups will create a dramatization depicting how to give excellent customer service and how to anticipate customers’ needs and desires.

R  What Instruction, Information, and RESOURCES (including Technology Connections and Related URLs) Will Students Need First? 
Students will view training videos…Delivering Exceptional Service and Anticipating Customer Needs along with textbooks & related handouts.
Classroom Discussions, Questions, and Points to emphasize by students to 
be held during class.
E  What Individual EVIDENCE of Learning Will This Task Provide? (How will you know by the work students produce what they have learned relative to this task?)


Students groups will demonstrate in class___ Role-Playing as customers & wait staff in student created scenarios.


Evidence will be the critique student performers in writing.


Students will answer question… How much will you tip and why? 

Task 1 Complete Description (The Full Details of What Students Will Do in This Task)

Students will view training video… “Delivering Exceptional Service”, textbooks, & handouts.
Discussion, Questions, and Points to emphasize by students. 


Students groups will demonstrate in class___ Role-Playing as customers & wait staff in student created scenarios.


Evidence will be the critiquing of student performers in writing.


Students will answer question… How much will you tip? 

Addressing Bloom’s Taxonomy at what level?

___ Evaluation

___ Synthesis

___ Analysis

___ Application (eg. translate, interpret, demonstrate, dramatize, practice)
__ Comprehension (eg. Discuss, relate, clarify, explain)

___ Knowledge (eg. Know, define, memorize, record, name)

Task 1 – Scoring Guide 

Exemplary:

All Proficient Criteria Met PLUS:

· Develop 2-3 scenarios for role-playing
· Develop critique analysis for role playing for scenarios
Proficient:

· Taking notes on “Delivering Exceptional Customer Service” video
· Writing a one page synopsis of video

· Lists tasks to be completed to achieve a 20% tip

· Collect all handouts
· Discussion, Questions & answers, and points to emphasize 
· Participation in Role-playing and developing scenarios
· Critique student’s performances in role-playing in writing

· Students will indicate how much they will tip the waiter/waitress

Progressing:

· Student will receive at least an 80% approval rating on written critiques. There needs to be a corresponding statement within Proficient on both of these.
· Students receive at least 70% accuracy on written exams
Peer Evaluation (Optional) _____

Self-Evaluation _____________

Teacher Evaluation __________ 

Comments__________________

Task 2 Planning Guide “SQUARE”

S   Which STANDARD(s) and Indicators Will This Task Target?

B8.1 Understand the importance of customer service to the food service establishment.
Q  Which Essential QUESTION Will This Task Address?
 
How can customer service make or break a food service operation?  
What are the essential traits and personal benefits of giving excellent customer service?
U  Which UNWRAPPED Content Knowledge and Skills Will This Task Develop? 

Content (list underlined nouns/words from standard and indicators)

Excellent Customer service
Food service operation

Essential traits

Personal benefits

Skills (list underlined verbs/words from standard and indicators)

Comprehend*

Make or break
A  What APPLICATION of Learning Will This Task Require? (What will the students actually do or produce in this task?)

Students will list traits and essential skills in giving excellent customer service.
Students will list things that can contribute the making and breaking a restaurant’s success.

R  What Instruction, Information, and RESOURCES (including Technology Connections and Related URLs) Will Students Need First? 

Students will view video… “Delivering Exceptional Service” and “ Anticipating Customers’ Needs and Desires”, handouts, & textbooks. Will I be watching the same video again?
Discussion, Questions, and Points to emphasize by students. 

E  What Individual EVIDENCE of Learning Will This Task Provide? (How will you know by the work students produce what they have learned relative to this task?)

Students will list traits in providing exceptional customer service
Students will list essential skills is giving excellent customer service

This resembles Task #1 but Task #1 had a lot more fun things for me to do. How will this activity advance my learning and skill development beyond what I just did in the previous task?
Task 2 Complete Description (The Full Details of What Students Will Do in This Task)

Students will view training video… “Delivering Exceptional Service”, textbooks, & handouts

Discussion, Questions, and Points to emphasize by students during class. 


Students groups will demonstrate in class___ Role-Playing as customers & wait staff in student created scenarios.


Evidence will be the critiquing of student performers in writing.

Addressing Bloom’s Taxonomy at what level?

___ Evaluation

___ Synthesis

___ Analysis (eg. Distinguish, analyze, differentiate, solve, examine)

___ Application (eg. translate, interpret, demonstrate, dramatize, practice)

___ Comprehension (eg. Discuss, relate, clarify, explain)

___ Knowledge 

Task 2 – Scoring Guide 

Exemplary:

All Proficient Criteria Met PLUS: Isn’t this the same from Task #1?
· Develop 2-3 scenarios for role-playing

· Develop critique analysis for role playing for scenarios


Proficient:

· Taking notes on “Delivering Exceptional Customer Service” video
· Writing a one page synopsis of video
· Collect all handouts

· Discussion, Questions & answers, and points to emphasize 

· Participation in Role-playing and developing scenarios

· Critique student’s performances in role-playing in writing


Progressing:

· Student will receive at least an 80% approval rating on written critiques

· Students receive at least 70% accuracy on written exams


Peer Evaluation (Optional) _____

Self-Evaluation _____________

Teacher Evaluation __________ 

Comments__________________

Task 3 Planning Guide “SQUARE”
S   Which STANDARD(s) and Indicators Will This Task Target?
B8.3 Know common customer complaints and the service solutions for preventing or resolving complaints.

Q  Which Essential QUESTION Will This Task Address? 

      How should you handle customer complaints?  
U  Which UNWRAPPED Content Knowledge and Skills Will This Task Develop? 

Content (list underlined nouns/words from standard and indicators)

Customer complaints
Service solutions

Skills (list underlined verbs/words from standard and indicators)

Preventing

Resolving

A  What APPLICATION of Learning Will This Task Require? (What will the students actually do or produce in this task?)

Students will list as many types of possible customer complaints that may arise in a restaurant setting.
Students will recognize that the ways of resolving complaints can benefit your food service establishment and make your job more pleasant.

Students will recognize and respond to non-verbal signs of customer dissatisfaction .

Students will focus on the complaint instead of viewing the customer as the problem.

Students have conduct group discussions on how to resolve complaints so customers are satisfied and return to your food service establishment.

Students will recognize how to eliminate problems that are likely to cause complaints.

Student groups will create a dramatization depicting how to give excellent customer service and how to anticipate customers’ needs and desires.
R  What Instruction, Information, and RESOURCES (including Technology Connections and Related URLs) Will Students Need First? 
Students will view video on “Handling Customer Complaints”

Discussion, Questions, and Points to emphasize by students.
Give students the learning exercises for the video tape.
Have the students complete the learning exercises.
Discuss the material in the video with the students, using discussion questions. From video guide and questions I have prepared.
Review the students’ learning exercise answers.

Return the corrected learning exercises to students, so that they may note any errors or review the video with you.
E  What Individual EVIDENCE of Learning Will This Task Provide? (How will you know by the work students produce what they have learned relative to this task?)



Students groups will demonstrate in class___ Role-Playing as customers & wait staff in student created scenarios.


Evidence will be the critique given student performers in writing.
Task 3 Complete Description (The Full Details of What Students Will Do in This Task)

Students will view training video… “Handling Customer Complaints”, textbooks, & handouts

Discussion, Questions, and Points to emphasize by students. 


Students groups will demonstrate in class___ Role-Playing as customers & wait staff in student created scenarios.


Evidence will be the critiquing of student performers in writing.


Students will complete learning exercises that accompanies video.

Addressing Bloom’s Taxonomy at what level?

___ Evaluation

___ Synthesis (eg. Compose, plan, propose, formulate, arrange)

___ Analysis (eg. Distinguish, analyze, differentiate, solve, examine)

___ Application (eg. translate, interpret, demonstrate, dramatize, practice)

___ Comprehension 
___ Knowledge 

Task 3 – Scoring Guide 

Exemplary:

All Proficient Criteria Met PLUS:
· Develop 2-3 scenarios for role-playing on customer complaints
· Develop critique analysis for role playing for scenarios on handling complaints
Proficient:

· Students will view training video… “Handling Customer Complaints”, textbooks, & handouts

· Evidence will be the critiquing of student performers in writing.

· Discussion, Questions, and Points to emphasize by students. 

· Students groups will demonstrate in class___ Role-Playing as customers &   wait staff in student created scenarios.

· Students will score 70% completion on learning exercises.
Progressing:

· Taking notes on “Handling Customer Complaints” video This needs to also be part of Proficient but at a higher level. Please review section in Resource books.
· Writing a one page synopsis of video

· Collect all handouts 
· Discussion, Questions & answers, and points to emphasize Participation in Role-playing and developing scenarios

· Critique student’s performances in role-playing in writing

Peer Evaluation (Optional) _____
Self-Evaluation _____________

Teacher Evaluation __________ 

Comments__________________

Task 4 Planning Guide “SQUARE”

S   Which STANDARD(s) and Indicators Will This Task Target?

B8.4 Understand the roles of management and employees in effectively meeting the needs to culturally and generationally diverse customers.

B8.5 Interact with customers in a positive, responsive, and professional manner.
Q  Which Essential QUESTION Will This Task Address? 

How can an employee’s attitude affect a customer? 

Who is the “internal customer?”

U  Which UNWRAPPED Content Knowledge and Skills Will This Task Develop? 

Content (list underlined nouns/words from standard and indicators)

Roles of Management
Employees

Needs

Culturally and Generationally Diverse Customers

Professional Manner

Skills (list underlined verbs/words from standard and indicators)

Understand
Meeting

Interact

A  What APPLICATION of Learning Will This Task Require? (What will the students actually do or produce in this task?)

Discuss the concept of serving the internal customer.

Identify and learn how to take advantage of every opportunity to make a good impression.

Discuss ways of turning problems and complaints into opportunities to serve customers and win their loyalty.

Discuss ways of showing consideration for customers by focusing on their needs, showing a sense of urgency, and encouraging and honoring special requests. 

Student groups will create a dramatization depicting how to give excellent customer service and how to anticipate customers’ needs and desires.

R  What Instruction, Information, and RESOURCES (including Technology Connections and Related URLs) Will Students Need First? 

Students will view video… “Delivering Exceptional Service” and “ Anticipating Customers’ Needs and Desires”, handouts, & textbooks. 
Discussion, Questions, and Points to emphasize by students. 

E  What Individual EVIDENCE of Learning Will This Task Provide? (How will you know by the work students produce what they have learned relative to this task?)

               Students groups will demonstrate in class___ Role-Playing as customers & wait staff in student created scenarios.


Evidence will be the critique given student performers in writing.

Students will define and give examples of the internal customer.
There is a  lot of role playing in your PBA. Why not consider some other ways for the students to demonstrate mastery of these skills?
Task 4 Complete Description (The Full Details of What Students Will Do in This Task)
Students will view training video… “Delivering Exceptional Service”, textbooks, & handouts

Discussion, Questions, and Points to emphasize by students during class. 


Students groups will demonstrate in class___ Role-Playing as customers & wait staff in student created scenarios.


Evidence will be the critiquing of student performers in writing.

Task 4 – Scoring Guide 

Exemplary:

All Proficient Criteria Met PLUS:

· Develop 2-3 scenarios for role-playing on customer complaints
· Develop critique analysis for role playing for scenarios on handling       complaints


Proficient:

· Taking notes on “Delivering Exceptional Customer Service” video
· Writing a one page synopsis of video

· Collect all handouts

· Discussion, Questions & answers, and points to emphasize 

· Participation in Role-playing and developing scenarios

· Critique student’s performances in role-playing in writing


Progressing:

· Students will receive at least an 80% approval rating on written critiques

· Students receive at least 70% accuracy on written exams

Not Yet Meeting Standard(s) and Indicators(s):

· Student is not able grasp the concept of delivering excellent customer service as evidenced by his inability to demonstrate in dramatization/role-playing in group presentation.


· Students scores less than 70% accuracy on written exams

Peer Evaluation (Optional) _____

Self-Evaluation _____________

Teacher Evaluation __________ 

Comments__________________

