Syllabus: CAG133 Customer Service,
Management and Marketing

Course Information
Course CAG133

Course Title: Customer Service, Management and Marketing
Semester: Fall 2019

Class Days/Times: Online

Credit Hours: 3 cr. hrs. (3 pds: 3 lec)

Room: Online

Instructor Information:
Name: Neal Wade

Text: 520-403-0002, Be sure to include your name in the text.
Phone/Voice Mail: 520-380-0039

E-mail: nwade@tocc.edu
Office location: #120 Ha-Mascamdam Ha-Ki
Office hours: M, W 11-1pm

Important dates

First Day of Classes with Welcome/Blessing Aug 19, 2019
Add without Instructor's signature Aug 19-23, 2019

Add with Instructor's signature Aug 26-30, 2019

Labor Day- College Closed Sept 2, 2019

Drop/Full Refund Deadline Sept 3, 2019

O’odham Tas-College Closed Sept 27, 2019

Fall Break- No Classes Sept 30-Oct 3, 2019

45th Day Census Oct 3, 2019

St. Francis Day-College Closed Oct 4, 2019



Withdrawal Deadline Nov 4, 2019

Veterans Day- College Closed Nov 11, 2019
Thanksgiving- College Closed Nov 28, 29

Last Week of Classes/Final Exams Dec 9-13, 2019

Texts and Materials: Managing Hospitality Organizations 2nd edition by Ford and Sturman
(ISBN 9781544321509) published by Sage. This book is available on Amazon.

JAccess to the Internet

Course Description:

This course examines the customer service, management and marketing practices that are the
basis for delivering high quality casino gaming services. Students learn about selling, promoting
and positioning services and to apply marketing concepts within the gaming industry. The
course covers customer behavior and expectations, techniques for building customer loyalty,
and the relation of those elements to creating a responsible and successful business
environment. Students learn the importance of employee development and organizational
culture, the basics of supervision, managing staff and players, and counseling and employee
relations

Course Objectives:
1. 1.To develop an understanding of the casino resort business and its culture.
2. To develop a working knowledge of the casino industry.
3. To develop the customer service skills that are required in the casino industry
4. Enhance the decision-making skills that lead to higher profits, customer
satisfaction and employee satisfaction

Student Learning Outcomes
Upon satisfactory completion of this course, students will be able to:

1. Deliver excellent customer service.
2. Operate at a higher level of professional skill and competency.
3. Make better business decisions.

Evaluation and Grading & Assignments:
There are 1600 points possible in this course
Discussion: 400 points

Research paper: 200 points

Quizzes: up to 600 points

Mid-term Reflection essay: 200 points
Final Reflection essay: 200 points
Grading:

A= 1440+ points (90% or more)
B=1280-1439 points (80-89%)
C=1120-1279 points (70-79%)
D=960-11119 points (60-69%)

F= 959 points or less (59% or less)



Your grade will be determined by the following:
Grading will be determined by the work assigned. These assignments are subject to
change based on time requirements and other factors

Himdag Cultural Component
Students will learn how the casino industry assists the Tohono O’odham Nation by acting as an
economic asset supporting the Tohono O’odham culture.

Policies and Expectations:

-Attendance is mandatory in every session. Attendance will be taken every session,
and this will count towards the final grade.

-Missed homework or exams: Once an assignment is closed no further work will be
accepted.

-Late assignments: All work will be submitted through Canvas. Due dates are clearly
stated in each individual assignment. A one-point penalty will be assessed for each day
late until the assignment is closed.

-Course feedback: Feedback will be given through Canvas for each assignment.
-participation and student behavior:

All student are expected to follow the Student Handbook.

Students are expected to participate in class.

Attendance Policy

You are expected to arrive to class on time and be prepared to participate in each class
period. Four unexcused absences may result in withdrawal and a “W” or “Y” will be
recorded. You may request to be excused from class for religious observances and
practices, for illness, for school or work-related travel or for personal or family
emergency. If you will be absent, please notify the instructor as soon as possible
(approved by Faculty Senate April 2014).

Incomplete Policy
Incomplete (I) grades are not awarded automatically. The student must request an "I"
from the instructor who can choose to award an Incomplete only if all three of the
following conditions are met:
1. The student must be in in compliance with the attendance policy.
2. There must be an unavoidable circumstance that would prohibit the student from
completing the course.
3. The student must have completed over 75% of the course requirements with at
least a “C” grade.
Incompletes are not a substitute for incomplete work due to frequent absences or poor
academic performance. Incomplete grades that are not made up by the end of the ninth
week of the following semester will be automatically changed to an F if the agreed upon
work, as stipulated on the written form signed by the instructor and the student when the
| grade is awarded, is not completed.



Instructor Withdrawals

Students who have missed four consecutive classes (or the equivalent) not submitted
any assignments nor taken any quizzes by the 45th day census report, due on [date of
45t day found in Academic Calendar on TOCC website] are assumed NOT to be
participating in the class and will be withdrawn.

Student Withdrawals

Students may withdraw from class at any time during the first 2/3 of the semester
without instructor permission and without incurring any grade penalty. Please be sure
to withdraw yourself by [withdrawal deadline date found in Academic Calendar on
TOCC website] if you do not expect to complete the class, otherwise you may receive
an "F" grade.

Special Withdrawal (Y) Grade

The “Y” grade is an administrative withdrawal given at the instructor’s option when no
other grade is deemed appropriate. Your instructor must file a form stating the specific
rationale for awarding this grade. “Y” grades are discouraged since they often affect
students negatively. Your instructor will not award a "Y" grade without a strong reason

ADA Statement:

Reasonable Disability Accommodations:

TOCC seeks to provide reasonable accommodations for all qualified individuals with
disabilities. The College will comply with all applicable federal, state and local laws,
regulations, and guidelines with respect to providing reasonable accommodations as
required to provide an equal educational opportunity. It is the student's responsibility to
make known to the instructor his or her specific needs in order to determine reasonable
accommodations. We will work together in order to develop an Accommodation Plan
specifically designed to meet the individual student's requirements.

Title IX Syllabus statement

Tohono O'odham Community College faculty and all staff are dedicated to creating a
safe and supportive campus. Title IX and our school policy prohibit discrimination on
the basis of sex- this includes sexual misconduct; harassment, stalking, domestic and
dating violence and sexual assault.

Confidential support and academic advocacy can be found with: Student Services
Course Outline:

1. Management
a. Organization
b. Finance
c. Supervision
d. Leadership

2. Marketing
a. Advertising
b. Logistics



c. Communication
3. Customer Service

a. Value

b. Expectations

c. Service Delivery

DISCLAIMER: This syllabus is designed to evolve and change throughout the semester
based on class progress and interests. You will be notified of any changes as they
occur.

Classroom Behavior

= Visitors may be only allowed at class sessions or on field trips with instructor
approval, visitor’'s safety and behavior are the responsibly of the student.

= Possession of drugs, alcohol or firearms on college property is illegal.

= Food and beverages are allowed in classrooms at discretion of the instructor.

= Cellphones should be turned off during class, unless the instructor is allowing
students to use their tools (calculator, internet access).

» Students creating disturbances that interfere with the conduct of the class or
the learning of others will be asked to leave.

= Student behavior is also detailed in student handbook under Student Code of
Conduct Violations

Make-up policy:
There is no Make Up in this course

Academic Integrity:
Violations of scholastic ethics are considered serious offenses by Tohono O’odham
Community College, the Student Services Department, and by your instructor.
Students may consult the TOCC Student Handbook sections on student code of
conduct, on scholastic ethics and on the grade appeal procedure. Copies are
available at Tohono O’odham Community College.

All work done for this class must be your own, or the original work of your group.
While you may discuss assignments with other class members, the final written
project must clearly be original. You may use work from books and other materials if
it is properly cited. Copying from a book without proper reference or from a person
under any circumstances will result in an “F” for the assignment, and at the
instructor’s discretion, possibly an “F” for the course. If you are uncertain about
proper citations, ask your instructor or the librarian.

Course Feedback:

All assignments will be graded and returned to the students promptly, typically
within a week after the assignment is closed for handing in. E-mail and phone
messages will be returned within two days. A student or the instructor may request



a student conference at any time during the semester. Quarterly grade reports will
be provided to each student, either in person, by email or via the electronic system
of Canvas.
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