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Title of the Course PROFESSIONAL CLIENT SERVICE
Amount in credit points/ 23 .Volume 30
ECTS) (in hours)
Prior knowledge Communication psychology

Science Sector Psychology

Science Subsector Social psychology

Summary of academic hours Amount (academic hours)
Distance learning 40
Contact hours / video lessons 8
Exercises, self — assessment questions and tests 13
Individual work/ discussions in distance 16
Exams/tests 3
1* level professional study Office Management

programme

Author(s) of the course Mg.paed. Aivis Karklin$

Lecturer(s) of the course Mg.paed. Aivis Karkling

To look at the aspects of client service in the context of entrepreneurship,
Goal of the course: to introduce to the most significant factors and concepts of client service,
to discuss about today’s problematic of issues ethics in client service

The final evaluation is calculated:

Moodle discussion/tasks — 50%

Requirements for obtaining | Exam —50%

credit points (structure of For obtaining final evaluation, both activities should hold successful
course evaluation): evaluation — not below 4 points.

Final evaluation is the average grade in 10-point system, in proportion of
percentage distributed amongst both activities

Study Results

1. Knowledge:

1.1. A student describes the meaning of client service for delivering marketing and reaching results in
business.

2. Skills:
2.1. A student takes an action in various situations, understands the interdependencies and takes justified
decisions independently, chooses the most appropriate model of client service.

3. Competences:
3.1. A student practically uses the gained knowledge and applies it in real situation in communication
with clients;
3.2. A student solves different complicated situations and independently takes justified decisions, builds
effective client service models for the particular commercial activity and individual situations.

Content of the Course
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No.

Subjects

Contact hours, video,
audio lessons
Distance learning

and tests

Exercises, self-
assessment questions
discussion. Description

of the individual task is
available in the E-studies

Individual task — remote

Exam

1. Organisation and culture

of client service. Process
of client service.

2. Meaning of client Client

typology. Client
perception types.

3. Rapport or ability to

conform with client needs.
A talk during the process
of client service.

4. Needs analysis of client or

the ability to ask questions.

5. Ability to listen during the

process of client service
and its meaning.

6. Culture of the telephone

communication. Incoming
calls or the skills to hold a
conversation over a phone

1. Outgoing call and basics

of telemarketing

14 16

TOTAL:

14 16

80

Mastering the course and successfully passing examination, student is capable of (knowledge, skills
and competencies)

Study Results:

Evaluation Criteria

(40-69%)

(70-89%)

(90-100%)

K To define and
nowledge . To understand and
To name and recognise .
! i . offer a solution to a
recognise terms terminology, client o
problem-situation
types
Skills To evaluate and To synthesize, model

To use and justify
usage of terms

analyse usage of
terms in practice

and discuss about real
client problem-
situations
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Competences

Responsibility,
initiative, creativity
during evaluation of

real problem-
situations

Decision-making,
critical thinking
during real problem-
situations,
presentations skills
during offering

Organisation and
planning skills, self-
discipline during
solving different
complexity issues and
ability to make

solutions to real

" informed decisions
problem-situations

Acknowledgement of the obtained study results

Study Results
1.1. 2.1 3.1-3.2
Evaluation Method
Moodle discussions/tasks X X X
Exam X X X

Core Literature

1. | Piters Fisks. Klientu apkalpoSanas génijs. — Lietiskas informacijas dienests, 2010
2. | MiSels Zavadskis. PardoSanas meistariba. — Jumava, 2017
3. | Vidzaja Kumars. Kermena valoda. — Zvaigzne ABC, 2008
4. | S.Omarova. Cilveks runa ar cilveéku. — Riga: Kamene, 1996-2006
5. | Kenets Blan¢ards, Selodns Blouss. Sajusminatie klienti. — Zvaigzne ABC, 2013
Additional Literature
1. | Leiks Nevils, Heki Kristine. Klientu apkalpoSanas rokasgramata. Riga: mazas un vidgjas
uznémejdarbibas bibioteka, 2008.
2. | Peter Fader, Sarah Toms. Kiinentouentpuunocts. - Anbnuna [Tabnumep, 2021
3. | Robert Dew, Cyrus Allen. Knuentckuii onwit. - Anpninna [Mabnumep, 2020
4. | bensrii C., KydteipeB A. 55 cnoco60B npuBieyb MUJUIMOH KINEHTOB; [Iutep - Mocksa, 2013
5. | Xpucrocenko M. busHec-caiit. Kak HaliTu KJIMEHTOB U yBean4uTh npojaxu; [lurep - Mocksa, 2014
6. | ITopt Maiixn. Het oT60s ot knuenToB. [IpocTtas u HajexxHasi cucTeMa MPUBICUYEHUS KITMEHTOB, Jaxe
€CJIM Bbl HEHaBUANTE npojaaBaTh; ManH, BanoB u ®epbep - Mocksa, 2014.
Recommended Periodicals
1. | http://dive-group.com
2. | https://www.tenfold.com/what-is/what-is-crm
3. | https://www.helpscout.net/blog/customer-service-skills/
4. | https://frontapp.com
5. | www.propagandacritic.com
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