Georgia Agriculture Education Curriculum



Course:
01.464 Nursery/Turf Production and Management

Unit 16:
Developing a Nursery Business
Lesson 3:
Develop a Customer Service Plan

GPS:
CTAE-FS-1, CTAE-FS-2, CTAE-FS-4, CTAE-FS-6, CTAE-FS-9, CTAE-FS-11
Objectives: 

1.
Explain business policies for dealing with customers.

2.
Identify outside sources of assistance in resolving problems.

3
Demonstrate the cooperative techniques of handling customer concerns.

Teaching Time:

2 hours
References:

Hult, R.W., Entrepreneurship: Starting Your Own Business.  Southwestern.  Cincinnati, OH.
Ingels, Jack E. Landscaping Principles and Practices. Delmar Publishers, Inc. Albany, NY.
Russel, F. A., Bead, F. H., and Buskirk, R. H.  Selling Principles and Practices.  McGraw Hill.  New York, NY.

Materials and Equipment:

Folders

Files

Sample situations

Sample products/services

VCR

Business simulation tapes

Teaching Procedure

Introduction and Mental Set

Ask the students to think about their favorite store.  How are they treated as customers?  Have they ever been in a store where they felt uncomfortable?  If so, why did they feel that way?  Discuss and list reasons on the board.
Discussion

1.
Using reference material, identify common customer problems and list different methods of solving each problem.


2.
Review listening techniques and verbal communication skills by observing video and participating in class discussion.
3.
Experiment with various ways to relate customer problems with the role playing.  Ask a student to come to the front of the room, one at the time.  Give one of the students a card with a customer complaint on it.  The other student is the employee or employer.  Discuss each customer complaint after the students complete the role playing.  Point out what the advantages and disadvantages are to how each student handled the problems.
4.
Divide the students into the original groups from lesson 1.  Each group will develop a customer service plan for their business and present it to the class.
5.
Discuss presentation of merchandise and effect on customers.

· Buyer benefits

· Use showmanship

· Customer involvement

· Message adaption

· Limit the choices
6.
Discuss attributes of a creative salesperson.

· Judgement 

· Tact

· Attitude

· Selected Physical Attributes
7.
Discuss salesmanship and its effect on customer.  Ask students to come up with additional lists.

· Selling is the key function of business

· Philosophy should be based an genuine interest in serving the people

· A good salesman can help, but must be really interested to do their best to please the customer

· First impressions are lasting

· Greet customers promptly

· Some situations call for speed tact

· Effective selling is knowing the merchandise
Summary
Customer service plans are very important.  A business should strive to meet customer expectations and to deal with customer complaints in an efficient and honest manner.
Evaluation
Construct, administer, and grade a unit test on assisting customers with problems.

Evaluate student performance on assisting customers - group and mock presentations.
Questions

1. What are the two reasons a business exists?  Which do you consider more important, Why?

2. How can you improve your telephone image?

3. List types of salespeople and their responsibilities.

4. What are five steps of the creative selling process?
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