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Overview of Performance Assessment: (Summary of the assessment with a brief synopsis of each task) 

Each student will evaluate the employee’s customer service skills and write down their suggestions for providing better service.
Student will be able to write an essay on the saying “The Customer is Always Right.”  Student must give examples and discuss reasons this is important in the food service industry and how it will affect business.
Make a problem – solution chart


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

B8.0
Students understand and apply the essential knowledge and skills 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 desires of customers to exceed their expectations.

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

Related Interdisciplinary Standard(s) and Indicators(s):

CAHSEE

Language Arts:  2.0 Reading Comprehension 

8.2.1 Compare and Contrast the features and elements of consumer materials to gain meaning from documents.



2.6 Write technical documents

ESLR:

Students understand effective leadership styles, key concepts of group dynamics, team and individual decision-making, the benefits of workforce diversity, and conflict resolution. (CTE Foundation Standard 9.0 Leadership and Teamwork)

Students understand professional, ethical, and legal behavior consistent with applicable laws, regulations and organizational norms. (CTE Foundation Standard 8.0 Ethics and Legal Responsibilities
“Unwrapping” Content Standard(s)
Grade Level and Content Area:



10-12th grade: Food Service and Hospitality

Standard(s) and Indicators by Number:
B8.0
Students understand and apply the essential knowledge and skills 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 desires of customers to exceed their expectations.

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

Concepts:  Need to Know About:   

Customer Service
Skills:  Be Able to Do


Understand (importance of customer service)



Discuss (importance of customer service)



Dramatize (importance of customer service)



Solve (importance of customer service)



Compose/Select (importance of customer service)

Understand  (exceptional customer service)



Discuss (exceptional customer service)



Dramatize (exceptional customer service)



Solve (exceptional customer service)



Compose/Select (exceptional customer service)


Know (common customer complaints and the service solutions)



Discuss (common customer complaints and the service solutions)



Dramatize (common customer complaints and the service solutions)



Solve (common customer complaints and the service solutions)

Compose/Select (common customer complaints and the service solutions)

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

· importance of customer service

· video “How to Handle Angry Customers

· video “Serving People (NRAEF)

· customer service survey – teacher made

· worksheets/handouts


Identifying Big Ideas from 
Unwrapped Standard and Indicators
1.  Customers are the key to a successful business (8.1)

2.  Good Customer Service increase sales. (8.2)

3.  There is a solution to every problem (8.3)

Essential Questions from Big Ideas to 
Guide Instruction and Assessment

1.
How do you feel after leaving the restaurant when you have received poor customer service?

2.  How do you feel about the motto:  “The Customer is Always Right?”

3 How do you feel and what do you do when someone uses inappropriate language or gestures at you?

“Engaging Scenario” Planning 

Include elements of an effective Engaging Scenario:


Presents students with a challenge


Connects learning to real life – “Why do we need to learn this?”


Conveys importance – “What does this mean to the student personally?”

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

Situation:  You’ve just been hired by McDonald’s University to write a customer service manual.

Challenge:  With a partner, write this manual for new employees.  Use your experiences and the experiences of others.

Role:  Author

Audience:  Mc Donald’s University Professors (claslsmates)

Product:  Submit a “Customer Service Manual”

Engaging Scenario (Full description):

Mc Donalds’s University has been impressed by your work,  They offer you an opportunity to be a Consultant in the Customer Service Division.  Your big challenge is to develop a customer service manual that will be the “McGuide” for trainees. The manual will offer new employees insight in developing a McAttitude and McDemeanor representing McDonald’s philosophy, which contribute to the success of a business.  The manual must include the importance of customer service, the concept of exceptional customer service, ways of anticipating the needs and desires of customers to exceed their expectations and

common customer complaints and the service solutions for preventing or resolving complaints.  If the University adopts this McManual, you will receive a six figure salary and royalties.

Task 1 Planning Guide (“SQUARE” – Key Elements to Include in the Design of a Standards-Based Performance Task)

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

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

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

. 

Which Essential QUESTION Will This Task Address? 


How do you feel leaving a restaurant after you have received poor customer service?
Which UNWRAPPED Content Knowledge and Skills Will This Task Develop? 

Understand (importance of customer service)



Discuss (importance of customer service)



Dramatize (importance of customer service)



Solve (importance of customer service)

Compose/Select (importance of customer service

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

Participate in a Customer Service Survey (secret shopper)


Analyze the effects and determine the importance of customer service

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

Definitions

Discussions

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?)

List of exceptional customer service behaviors/ practices and their importance, determined by industry, which will help provide the focus for task 2(effect on sales)

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

Students will visit a business and observe their customer service practices

Each student will evaluate the employee’s customer service skills and write down their suggestions for providing better service.

Discuss findings with classmates

Task 1 – Scoring Guide 

Exemplary:


All Proficient Criteria Met PLUS:

Typed




Proficient:


Handwritten

List of 10-15 positive customer service behaviors

Explanation of importance

Completed Customer Service Survey






Progressing:


Handwritten List of 5-9 positive customer service behaviors



Incomplete Customer Service  Survey


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


Customer Service Survey not done



Peer Evaluation (Optional) _____

Self-Evaluation _____________

Teacher Evaluation __________ 

Comments__________________

Task 2 Planning Guide (“SQUARE” – Key Elements to Include in the Design of a Standards-Based Performance Task)

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

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

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

Which Essential QUESTION Will This Task Address? 

How do you feel about “The Customer is Always Right?”

Which UNWRAPPED Content Knowledge and Skills Will This Task Develop? 

Understand  (exceptional customer service)




Discuss (exceptional customer service)




Dramatize (exceptional customer service)




Solve (exceptional customer service)




Compose/Select (exceptional customer service)

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

Students will create case scenarios showing how to handle the customer is always right
What Instruction, Information, and RESOURCES (including Technology Connections and Related URLs) Will Students Need First? 


3 paragraph essay outline (introduction, body, conclusion), videos, worksheets, guest speakers

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?)

Student will write an essay, The Customer is Always Right. 
Task 2 Complete Description (The Full Details of What Students Will Do in This Task)

Students will observe customer service videos and study case scenarios. 

Identify gestures that may/may not identify customer needs

Student will be able to write an essay on the saying “The Customer is Always Right.”  Student must give examples and discuss reasons this is important in the food service industry and how it will affect business.

Task 2 – Scoring Guide 

Exemplary:


All Proficient Criteria Met PLUS:

Typed






Proficient:


Handwritten 3-paragraph essay



Mechanics of writing correct (no spelling, punctuation, capitalization, grammatical errors)

Sentence Structure: Complete Sentences










Progressing:


Rough Draft quality 



Examples not supported/Topic unclear
Not Yet Meeting Standard(s) and Indicators(s):


Little or no information gathered





Peer Evaluation (Optional) _____

Self-Evaluation _____________

Teacher Evaluation __________ 

Comments__________________



Task 3 Planning Guide (“SQUARE” – Key Elements to Include in the Design of a Standards-Based Performance Task)

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

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

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

Which Essential QUESTION Will This Task Address? 


How do you feel and what do you do when someone uses inappropriate language or gestures at you?

Which UNWRAPPED Content Knowledge and Skills Will This Task Develop? 

Know (common customer complaints and the service solutions)



Discuss (common customer complaints and the service solutions)

Dramatize (common customer complaints and the service solutions)



Solve (common customer complaints and the service solutions)



Compose/Select (common customer complaints and the service

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


Role Playing

 
List basic rules to follow when handling angry customers
What Instruction, Information, and RESOURCES (including Technology Connections and Related URLs) Will Students Need First? 

Anger Management training: techniques to keep calm, non-emotional and non- confrontational.

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?)


Write a list of customer complaints and how to handle the complaints




Task 3 Complete Description (The Full Details of What Students Will Do in This Task)

Make a problem – solution chart: 

 identify problems




possible solutions

ex.  Customer demands a refund
be polite, say “I’m sorry you were not happy with your meal, I will get the manager

Task 3 – Scoring Guide 

Exemplary:

 
All Proficient Criteria Met PLUS:

List organized in Chart format and in Order of Importance



Typed




Proficient:


List of 10-15 Customer Complaints

Solutions to complaints


Organized in a chart format











Progressing:


List of 5-10 Customer Complaints

Not Organized in chart format

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


No List




Peer Evaluation (Optional) _____

Self-Evaluation _____________

Teacher Evaluation __________ 

Comments__________________



Task 4 Planning Guide (“SQUARE” – Key Elements to Include in the Design of a Standards-Based Performance Task)

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

B8.0
Students understand and apply the essential knowledge and skills 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 desires of customers to exceed their expectations.

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

Which Essential QUESTION Will This Task Address? 

How do you feel leaving a restaurant after you have received poor customer service ?
Which UNWRAPPED Content Knowledge and Skills Will This Task Develop? 


Understand (importance of customer service)



Discuss (importance of customer service)



Dramatize (importance of customer service)



Solve (importance of customer service)



Compose/Select (importance of customer service)

Understand  (exceptional customer service)



Discuss (exceptional customer service)



Dramatize (exceptional customer service)



Solve (exceptional customer service)



Compose/Select (exceptional customer service)


Know (common customer complaints and the service solutions)



Discuss (common customer complaints and the service solutions)



Dramatize (common customer complaints and the service solutions)



Solve (common customer complaints and the service solutions)

Compose/Select (common customer complaints and the service solutions)

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


Create a first draft of a customer service manual.
What Instruction, Information, and RESOURCES (including Technology Connections and Related URLs) Will Students Need First? 

Students will interview managers in the business for their advice/expertise in problems/solutions
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?)


Accumulation of first three tasks:  List of behaviors that are necessary for exceptional customer service, Essay on The Customer is Always Right, and List of Problems/Solutions 
Task 4 Complete Description (The Full Details of What Students Will Do in This Task)

Students will work in pairs to compile information to create a customer service manual, entitled  Customer Service- Guide to Success”


Sections will include:

I 
The importance of customer service to the success of the food service establishment.

II.   
The concept of exceptional customer service and know ways of anticipating the needs and desires of customers to exceed their expectations.

III.
Common customer complaints and the service solutions for preventing or resolving complaints. 

Task 4 – Scoring Guide 

Exemplary:

 
All Proficient Criteria Met PLUS:

PowerPoint Presentation or Computer Generated with Graphics








Proficient:


Introduction: Importance of Customer Service



Customer is Always Right: for a Successful Business Essay


Organized


Legible






Progressing:


Incomplete work from any of the three sections



Multiple writing errors
Not Yet Meeting Standard(s) and Indicators(s):


Task 1,2,andor3 not complete





Peer Evaluation (Optional) _____

Self-Evaluation _____________

Teacher Evaluation __________ 

Comments__________________

Teacher Reflections at Conclusion of Performance Assessment:

1.
What Worked? What Didn’t?


2.
What Will I Do Differently Next Time?

3.
What Student Work Samples Do I Have for Each Task? What Scoring Guide Examples of Proficiency Do I Have for Each Task?

4.
What Field Notes Can I Provide for Other Teachers Who May Use This Performance Assessment

Bloom’s Taxonomy 


Definitions


Verbs that express varying levels of understanding 


appropriate responses

1.
Knowledge – Remembering facts

Verbs: Know, define, memorize, record, name, recognize

Describe ________________________________.

Who? What? Where? When? How?

2.
Comprehension – Understanding the meaning 

Verbs: Discuss, relate, clarify, explain,

Retell in your own words ____________________.

What is the main idea of ____________________?

3.
Application – Using what you know in a new situation

Verbs: Translate, interpret, demonstrate, dramatize, practice

Why is __________ significant?

4.  Analysis – Examining specific parts of information

Verbs: Distinguish, analyze, differentiate, solve, examine

Classify _______ according to ________________.

Compare and contrast _____________ and _______________.

5.  Synthesis – Combing ideas in a new way

Verbs: Compose, plan, propose, formulate, arrange

What could you predict from ______?

What solutions would you suggest from _____________?

6.
Evaluation – Developing opinions, judgments, or decisions

Verbs: Judge, appraise, evaluate, estimate, select

Do you agree with _____?

Prioritize _________.

What is the most important _______________?

Advertising
Journalist

Applicant
Judge

Architect
Jury Member

Artist
Lawyer

Athlete
Musician

Autobiographer
Newscaster

Biographer
Parent

Business Person
Photographer

Campaign Worker
Photojournalist

Cartographer
Playwright

Cartoonist
Poet

Character, Book/Movie
Police Officer

Chef
Reporter

Citizen
Researcher

Coach
Set Designer

Collector
Software Developer

Consumer
Speech Writer

Consumer Advocate
Stock Broker

Contractor
Student

Curator
Teacher

Detective
Textbook Publisher

Editor
Tour Guide

Engineer
Travel Agent

Executive
Tutor

Famous Person


Inventor

Advertising Campaign

Anthem

Anthologies

Autobiography

Brochure

Business Letter

Business Plans

Committee Board Members

Consumer Newsletter

Debate

Designs for Experiments

Diorama

Ecosystem

Eulogy

Fable

Fashion Show

Film Review

Food Critique

Friendly Letter

Graphs

How-To Directions

HyperStudio

Inventions

Journals 

Judge’s Decision

Lab Report

Lawyer’s Argument

Maps

Observation Logs

Panel Discussion

Personal Narrative

Persuasive Letter

Models

Movie or short film

Museum Exhibit

Newspaper

Prequel

Proposal

Puppet Show

Quilt

Reaction Paper

Scrapbook

Sculpture

Short Story

Slide Show

Symphony

Tall Tales

Technical Manual 

Travel Journals

Website
