Stevens Institute of Technology

Wesley J. Howe School of Technology Management

Course Syllabus
BT 201 – Diagnosing and Measuring Customer Satisfaction

	Semester:  Fall, 2009
 
	Class Schedule:

TUE/THU  9:00–10:15am   BC122  Section A 

TUE  9:00–10:15am   BC122  Section B 

THU  10:30-11:45am   BC122 Section B

	Instructor Contact Information:

Professor Bernard Skown

Babbio Building Room 411

Telephone:
201-216-8223

Fax:

201-216-5385

E-Mail:

bskown@stevens.edu
	Office Hours:  
     Any time by appointment




Required Texts:
CUSTOMER CENTERED SIX SIGMA: Linking Customers, Process Improvement, and Financial Results, by Earl Naumann and Stephen Hoisington.  Copyright 2001, ASQ Quality Press, Milwaukee, WI. ISBN: 0-87389-490-1  (Class Assignments “CCSS”)
CUSTOMER SERVICE (Career Success Through Customer Satisfaction), 3rd Edition, By Paul R. Timm. Copyright 2005, Prentice-Hall, Inc. ISBN: 0-13-177996-6  (Class Assignments “CS”)
Course Grading and Evaluation:
· Classroom Participation, Assignments, Spot Quizzes:


20%

· Project:  BizPlan Customer Analysis:



25%
· Assignments:






15%

· Summer Report @ 5%
· Survey Questionnaire @ 5% 

· Mystery Shopper@ 5%
· Examinations






40%

· Mid-Term @ 20%

· Final @ 20%
OVERVIEW:

This course is the third of an unifying spine of integrated courses in Business Planning throughout all four years of the program that culminates in senior year with the presentation of a complete business plan on a business project within the company for which the student has interned. 
During this 2nd year course that focuses on measuring customer satisfaction and expectations, students will gain an understanding and appreciation of the issues that must be addressed to initiate a CSM program, the issues that go into the development and implementation of CSM, and finally managerial considerations involved in CSM.  Students will gain an understanding of those elements that contribute to superior customer service.  Students also will begin the process of preparing their Business Plan, starting with the development of a customer profile and analysis of a specific company they have selected upon which to do their business plan.
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LEARNING GOALS:

· Reasons for measuring customer satisfaction

· What customers value (“Customer Value Model”)

· Customer expectations

· Identifying and using demographic and psycho-graphic data

· Customer research and customer satisfaction measurement

· Steps in customer satisfaction measurement

· Designing and administering a customer satisfaction program (CSM)

During this semester, students will learn how to perform a customer analysis for their respective company.  Students will make their first presentation at the end of the semester, summarizing their customer satisfaction analysis.  Where appropriate, classroom discussion will be supported by guest lecturers. 

In addition, the course continues the development of fundamental lifelong business skills in areas such as teamwork, leadership, and communications.

Student Responsibilities:

· Approach class work in a business-like manner (realities of the professional business world).  Come to class well prepared and having done homework assignments.  Be prepared to participate actively in the classroom discussions.

· Attend all classes.  Note that attendance means “on time, not late.” Class absence not tolerated – better have a good reason for missing class.  NOTE:  Excessive absence from class can result in “F” for course grade!
· For unforeseen developments that may cause a student not to complete a homework assignment, miss a class, or other similar events, the burden of responsibility is upon student to inform the professor as to the reason therefore.

· Unless otherwise stated, no computers will be turned on during class.
Ethical Conduct

	Stevens Honor System:  Enrollment into the undergraduate class of Stevens signifies a student’s commitment to the Honor System.  It is the responsibility of each student to become acquainted with and to uphold the ideals set forth in the Honor System Constitution.  All students are reminded that, as a condition of being admitted to Stevens, they will uphold and adhere to the standards of the Stevens Honor System.  Specific student responsibilities include:
· Maintaining honesty and fair play in all aspects of academic life at Stevens

· Writing and signing the pledge, in full, on all submitted academic work

· Reporting any suspected violations to an Honor Board member or to the Dean of Undergraduate Academics

· Cooperating with the Honor Board during investigations and hearings
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Tentative Lecture/Lab Topics and Assignments:

Date

Topic/Assignment  

Aug 30
Course kick-off and overview. Student performance expectations and responsibilities.  Administrative issues.

Sept 1
Course introduction.  The role of customer service and quality in customer satisfaction.  History of customer driven marketing and customer satisfaction.  Commitment to customer satisfaction.  Fostering positive customer service attributes.
Class preparation:
CCSS: Chapter 1
Sept 6

Customer Loyalty Analysis


Class preparation:
CCSS: Chapter 5
Sept 8

Exceed customer expectations



Class preparation:
CS: Chapters 1 &  4

Student Report on Summer Internship Activities Due
Sept 13

Linking customer results to financial performance


Class preparation:
CCSS: Chapter 2

Sept 15

Global customer satisfaction surveys. 



Class preparation:
CCSS: Chapter 3
Sept 20

Customer analysis and profile. 



Class preparation:  To Be Assigned
Student Company Selection Due – Customer Profile Project

Student BizPlan Notebook Handed Out 

Sept 22

Transaction surveys.



Class preparation:
CCSS: Chapters 4

Sept 27

Complaint management systems


Class preparation:
CCSS: Chapter 6
Sept 29

Recognize and deal with customer turnoffs and dissatisfied customers.

Career Development Office Presentation

Class preparation:
CS: Chapters 2 & 3

Oct 4
Apply winning telephone techniques. Use of written messages to boost customer satisfaction.
Class preparation:
CS: Chapter 6 & 8
Oct 6

Student presentations survey questionnaire


Class preparation:  
To be assigned

Student Survey Questionnaire Project Assignment Due
Oct 11

No class – Monday class schedule

Oct 13

Mid-Term Examination
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Tentative Lecture Topics and Assignments (Cont.):

Date

Topic/Assignment
Oct 18
Building relationships with key customer accounts (CRM)

Guest Lecturer:  Karen Sobel Lojeski

Class preparation:
CCSS: Chapter 7

Oct 20

Strategic leadership and selecting the right process

Class preparation:
CCSS: Chapters 8 & 9
Oct 25

Aligning customer needs and process improvement


Class preparation:
CCSS: Chapters 11
Oct 27
Analyzing processes, identifying and solving problems.

Class preparation:  
CCSS: Chapter 12 & 13
Nov 1

Guest Lecture Series #2


Class preparation:  
To be assigned
Nov 3

Securing management support for change and implementation

Class preparation:
CCSS: Chapter 14 & 15
Nov 8

Customer Analysis and Profile Workshop

Career Development Office Presentation



Class preparation:
To be assigned
Nov 10

Use behaviors that win customer loyalty.  Get others to give great service.



Class preparation:
CS:  Chapter 5 & 9
Nov 15
Guest Lecture Series #3


Class preparation:  To be assigned.

Nov 17

Determining Process Capability


Class Preparation:  CCSS Chapter 16
Nov 22
Guest Lecture Series #4


Class preparation:  To be assigned.
Nov 24

Thanksgiving Day – No Classes

Nov 29

To Be Scheduled


Class preparation:  To be assigned.
Dec 1

CSM summary  and the future of customer loyalty


Class preparation:
CCSS: Chapter 17






CS:  Chapter 10 

Student Mystery Shopper Project Assignment Due

Dec 6

Student presentations:  Customer Analysis/Profile Reports
Dec 8

Final Examination
