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Module #1 
Materials Covered:  Chapter 1 
   SFA PowerPoint Training 
*Assessment(s): Complete class review activity. 
 Unit Test 
  
Learning Outcomes: 
1. Explain how guest service is both a science and an art 
2. Define meeting and exceeding guests’ expectations 
3. Describe examples of good and bad service 
4. Explain the value of a returning customer 
5. Explain why the integration of customer service in the 

sports world is vitally important 
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Module #2 
Materials Covered:  Chapters 2 and 3 
*Assessment(s): Complete class review activity. 
 Unit Test 
  
Learning Outcomes: 
1. Define aspects of customer service 
2. Describe the tangibles and intangibles of customer service 
3. List and describe the levels of customer service 
4. Describe what the customer really wants when it comes to 

service 
5. Explain why the customer is always right 

Module #3 
Materials Covered:  Chapters 4, 6, and 7 
*Assessment(s): Complete class review activity. 
 Unit Test 
  
Learning Outcomes: 
1. Describe the front of the house and the back of the house 

and explain the difference 
2. Explain the importance of the front desk employers as it 

relates to customer service 
3. Explain the importance of the event scheduler in relation to 

customer service 
4. Explain why it is imperative to know your product when 
customers arrive, what is being offered, and where to go. 

Module #4 
Materials Covered:  Chapters 8, 10 and 11 
   Oral Presentation 
*Assessment(s): Complete class review activity. 
 Unit Test 
  
Learning Outcomes: 
1. Explain why it is important to know your customer  
2. List four things you can do to remember your customers 
3. Define the cost-benefit analysis. 
4. Explain the importance of background information when 

planning for events 
5. Describe the things necessary to plan for an event (Are they 
returning or are they first timers?)  
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Module #5 
Materials Covered:  Chapters 12 and 13 
   Oral Presentation 
*Assessment(s): Complete class review activity. 
 Unit Test 
  
Learning Outcomes: 
1. Describe what sports tourism looks for in prospective 

employees 
2. Describe how to make teams work 
3. Describe how to best communicate visually and vocally  
4. Define Marketing 
5. Explain the importance of demonstrating personal and 
procedural expectations for employees 
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