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THE FAST TRACK
CUSTOMER SERVICE

REPRESENTATIVE CERTIFICATE

IS AN ONLINE COMPETENCY-BASED
TRAINING PROGRAM.

Instead of a one-time training event, employees
earn 18 college credit hours in a series of 6
courses focused on developing skills in key
areas including:
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Interpersonal Communication

| Technology and social media

I Problem solving
1 Conflict resolution
1 Customer relationship management
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WORK ON YOUR COURSES ANYTIME OR ANYWHERE - from home, at work, on your lunch break, or while traveling.
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APPLY WHAT YOU ALREADY KNOW TO FURTHER YOUR CAREER. |
Everything you need is built right into the courses, so there are no textbook costs or added fees to complete the certificate.
Tuition is very affordable, especially for Dallas County residents. Financial aid is also available to those who qualify a’nd.apply.

Cedar Valley College Higher Education That

DALLAS COUNTY COMMUNITY COLLEGE DISTRICT Actually Gets You Hired
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www.saylor.org/books

Log in or Sign up

t 3 SGYIor.org Explore Courses How to Begin ~  About

Saylor Academy Open Textbooks
fEviels+E

The open textbooks on this page include several titles published through Saylor Academy's
Open Textbook Challenge and a collection of titles re-published by Saylor Academy in 2012,

Many know Saylor Academy for these books, but our main efforts go into creating open online
courses. We encourage educators to use our courses, in whole or in part, in their own
classrooms. Visit our course site to find more textbooks and curated open educational
resources (OER).

About the Books

B These books are available for vou to use, keep, revise, and share under open licenses.

B Saylor Academy does not own the copyright to any books on this page. Each book's open
license is an agreement between yvou as the end user and the copyright holder.

B We donot have supplements (e.g. lecture slides and question banks) available for these
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| also encourage you to explore other open
textbook collections:

*Open Textbook Library

BCcampus Open Textbooks

*OpenStax

‘Lyryx Learning
http://pitt.libguides.com/openeducation/biglist


https://open.umn.edu/opentextbooks/
https://bccampus.ca/open-education/
https://openstax.org/
https://lyryx.com/
http://pitt.libguides.com/openeducation/biglist

& CHECK YOUR UNDERSTANDING

Course Design g e

Question 1 of 4

Suppose you are a sales manager participating in a conference call with four sales reps. As the source, you tell the reps to take
advantage of the fact that it is World Series season and to close sales on baseball-related sports gear. You state your message, and hear
no replies from your reps. You assume this means they understand and agree with you. However, later in the month you are disappointed
to find that very few sales were made. What probably went wrong?

O There was interference on the phone line

O You were not paying attention to the context of the message
O You did not ask for feedback from your reps to make sure they understood

O You should have sent an email instead

When is it appropriatt o ineriet® e s — vonventional email or fax? What is the
. Jay- . .
difference between a | —ween a report and a proposal? Writing itself is the Og%
14
communication mediui \* ~< cnannels has its own strengths, weaknesses, and understood expectations

that are summarized be —wirough Written Communication Channels using the next and previous buttons. Select the 5/7;,,-%

features of each channel to familiarize yourself with the strengths, weaknesses, expectations and when to choose a particular
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- May hit “send” prematurely. Rece, u@
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Management Functions

Manager’s duties have been typically described as planning, organizing, staffing, directing, and controlling. Managers create and
maintain an internal environment, commonly called the organization, so that others can work efficiently in it. Businesses must
drive out inefficiency, lower costs, increase productivity, and make customers the driving force in all decisions. Resources include
people, jobs or positions, technology, facilities and equipment, materials and supplies, information, and money. The job of every
manager involves what is known as the functions of management: planning, organizing, staffing, directing, and controlling. These
functions are goal-directed, interrelated and interdependent. Managers work in a dynamic environment and must anticipate and

adapt to challenges.

Planning Organizing

Management

: functions
Controlling
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» “Backward design” focuses on the outcomes first
» CBE approach allows students to advance based on demonstration of mastery

» CBE meets different learning abilities and leads to more efficient student outcomes



FAST TRACK BUSI 1301: BUSINESS PRINCIPLES

DUE DATES AND CLASS OUTLINE (8 WEEKS)
[tems in bold are graded.

Due Dates (due by

11:59 p.m. unless
otherwise noted)

Activity/Assignments

Check
When
Completed

116 - 1720

Week 1

Review zeffing Starfed section in eCampus.

Review Syllabus and Due Dafes-Class Outline

Complete Course Contract

121 - 1127

Week 2

IUnit 1: Business Functions

Complete Unit 1 Pre-Assessment

Read Leamning Resources: Lessons 1-4

Complete Umnit 1 Mastery Assessment

HReview Linit 1 Video Recap

128 —-2/3

Week 3

Init 2: Business COwnership

Complete Unit 2 Pre-Assessment

Read Leaming Resources: Lessons 1-4

Complete Umnit 2 Mastery Assessment

Review Linit 2 Video Recap

2014 — 210

Week 4

IUnit 3: Business Environment

Complete Unit 3 Pre-Assessment

Read Leaming Resources: Lessons 1 -3

Complete Umnit 3 Mastery Assessment

Review Unit 3 Video Recap

211 =217

Week 3

IUnit 4: Business Ethics

Complete Unit 4 Pre-Assessment

Read Learming Resources: Lessons 1 -3

Complete Umnit 4 Mastery Assessment

Review Linit 4 Video Recap

218 — 2124

Week 6

nit 5: Financial Statements

Complete Unit 5 Pre-Assessment

Read Leaming Resources: Lessons 1-5

Complete Unit 5 Mastery Assessment

Review Unit 5 Video Recap
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Business Resources
@Select the / button before beginning the activity.

Human ’

‘Needs

Material “ : !
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Check Your Understanding

Question 1 of 4

When we classify managers according to their level in the organization, how are they described?

O functional, staff and line managers

o top managers, middle managers and supervisors

O high level and lower level

O general managers and administrative managers

Correct. The levels of management are top managers, middle managers, and supervisors.

CNex |




Jacob is a department manager who participates in the hinng process by interviewing prospective candidates for open positions. He also conducts performance
evaluations for his department employees. Jacob 1s not a HR manager, but he stll fulfills many HR functions. What does Jacob understand?

That 1s company 1s too cheap to hire an HRE manager
That many functions of HRM are also tasks department managers perform
That if he makes good hires, he can one day be promoted to HRM

That the HR manager i1s too busy to perform all required duties and needs help









0 Business Principles of e Problené‘SoIving
Principles Management Decision Making

. 2ND 8 WEEKS . 3RD 8 WEEKS

Human Resources

Cooperative Work
Management o Experience
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[ Lesson 2 - Functions of &

bur Online Classroom

‘dcced.blackboard.com/webapps,

Lesson 2 - Functions of Business

playName=Lesson+2+-+Functions+
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Functions of Business Note Taking

The activities needed to operate a business can be divided into a number of functional areas: management, operations, marketing,  Evemote is an app for creating,

is

and finance. Let's

viefly explore eacl

of these areas. organizing and saving class notes. Leam

more about Evemote and how it could
Management %% %
support your studies at evernote.com.

sponsible for the work performance of other people.

nagers a . .
s planning, organizing, staffing, directing, and
that it can achieve its goals

Managers plan by setting goals eloping strategies for

achieving them, They organize and resources (o ens

staff the organization with

complish organizational go

cess of plan

Managers design controls for assessing the s

decisions and take corrective action when needed

Operations

All companies must convert resources (labor, materials, money,

information, and so forth) into goods or services. Companies, suc

Apple, convert resources into tangible products—Macs, iPhones,

Pods, iPads. Others, such as hospitals, convert resources into intangible products—health care. The person who designs and

es is called an operations manager. This individual is also

oversees the transformation of resources into goods or sen

responsible for ensuring that products are high quality.

Marketing
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Functions of Business

The activities needed to operate a business can be divided into a number of functional areas: management, operations, marketing,

accounting, and finance. Let's briefly explore each of these areas.

Management

Managers are responsible for the work performance of other people
Management involves planning, organizing, staffing, directing, and
controlling a company’s resources so that it can achieve its goals
Managers plan by setting goals and developing strategies for
achieving them. They organize activities and resources to ensure that
company goals are met. They staff the organization with qualified
employees and direct them to accomplish organizational goals.
Managers design controls for assessing the success of plans and
decisions and take corrective action when needed

Operations

All companies must convert resources (labor, materials, money,
information, and so forth) into goods or services. Companies, such as

Apple, convert resources into tangible products—Macs, iPhones,

iPods, iPads. Others, such as hospitals, convert resources into intangible products—health care. The person who designs and

oversees the transformation of resources into goods or services is called an operations manager. This individual is also

responsible for ensuring that products are high quality.

Marketing

Marketing consists of everything that a company does to identify customers’ needs and design products to meet those needs.
Marketers develon the benefits and features of oroducts. includina orice and aualitv. Thev also decide on the best method of

organizing and saving class notes. Leamn
more about Evernote and how it could

support your studies at evernote.com.
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PRINCIPLES

Functions of Business

The activities needed to operate a business can be divided @
into a number of functional areas: management, operations,
marketing, accounting, and finance. Let's briefly explore each of these
areas.

Management

are for the work per of other people.
Management involves planning for, organizing, staffing, directing,
and controlling a company’s resources so that it can achieve its
goals. Managers plan by setting goals and developing strategies for
achieving them, They organize activities and resources to ensure
that company goals are met. They staff the organization with
qualified employees and direct them to accomplish organizational

ounm
855
ERE
E
252
—“oo
m>Xo X

' BUSINESS
PRINCIPLES

Functions of Business

The activities needed t

perate a business can be divided r g

nto a number of functional areas: management, operations,

9. and fin briefly explore each of these

Management

Managers are ible for the work perfor
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ASSESSING COMPETENCIES

Course Components

Un|t1 T1TT1T111 Un|t2 IHNEEENI] Un|t3
3 - 6 Competencies 3 - 6 Competencies 3 - 6 Competencies

Unit 6 Unit 5 - Unit 4
3 - 6 Competencies 3 - 6 Competencies 3 - 6 Competencies
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ASSESSING GOMPETENCIES

Pre-Assessment T Mastery Assessment T

Pre-Assessment




ASSESSING COMPETENCIES

Capstone Project

Unit 1

- 6 Competencies

Unit 2

- 6 Competencies

Unit 3

- 6 Competencies

——++++++++ Mastery Assessment

Unit 4 Written Activity

- 6 Competencies

Unit 5

- 6 Competencies

Unit 6

- 6 Competencies




Engagement

Studentto-Student

Faculty to Student
Student to Faculty
Student to Content




Graduates

As,Bs,Cs
95% cohorts

/5% genpop

. Certificate of
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35 125 175 a




ACHIEVING MASTERY

presents

Certificate of Mastery

Employee Name

Cooperative Work Expernence

Tnstructor March 30, 2018



STACKABLE GERTIFIGATES & DEGREES

s 4
@ @@ r@r g

Supervisor Management Associate’s Bachelor's
Certificate Certificate Degree Degree




Employees & Supervisors

Dallas Area Rapid Transit




OER - CBE Initiatives

» Business Principles
e Supervision
 Human Resources Management

* Principles of Management

* Problem Solving and Decision Making
» 4 Courses In Management Cooperative Work Experience
* QOrganizational Behavior
* Principles of Marketing

* Business Communications

* Customer Relationship Management
* Marketing Cooperative Work Experience
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Challenges

. Curating content appropriate to SLOs

. Writing ancillary materials (videos, games, test banks)

. Writing competency-based assessments

. Time Constraints

. Training adjuncts and other instructors in this method of teaching
. Working with complimentary work styles

. Marketing to companies for employee training



