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Each summer, the Virginia Department of Education’s Office of School Nutrition offers a five-hour training workshop for school cafeteria managers. The workshop is implemented in all eight Superintendent’s Regions at approximately 30 locations across the Commonwealth. The workshop provides an opportunity for cafeteria managers to develop managerial skills through hands-on activities while simultaneously fulfilling the USDA’s annual professional development requirement. In recent years, an increasing number of school nutrition directors have voiced their desire for an alternative to attending one of the workshops offered by the Office of School Nutrition. Directors highlighted situations in which the workshop schedule, location, or format was incompatible with their school division’s capacity and/or resources. In response to this concern, the Office of School Nutrition launched a pilot project in late 2018 to test the feasibility and effectiveness of offering an alternate version of the workshop. The 2018 Summer Manager Workshop Training Video Series is the result of that pilot project. 
The Customer Service and Conflict Resolution video is one of a five-part series adapted from the 2018 Summer Manager Workshop, Level Up! Raising the Bar in School Nutrition. The four 60-minute workshop modules included: 1) Customer Service and Conflict Resolution, 2) Café-Classroom Connections, 3) Culinary Weights and Measures, and 4) Leadership and Teambuilding. Additionally, workshop participants attended a working lunch that included a Summer Food Service Program presentation. Each video and corresponding Instructor Guide are designed to assist the instructor as they navigate their team through the training modules. The instructor may implement a single video or the entire five-part series. It is recommended that the instructor review the Instructor Guide prior to watching the video and/or printing the accompanying resources. Should you have questions or experience any technical difficulties, please contact the Office of School Nutrition’s Training and Marketing Specialist at (804) 786-6883.
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MATERIALS AND PREPARATION
The materials and preparation steps necessary to conduct the Cafe-Classroom Connections module are included below. Some of the materials may be provided to participants in printed or digital format at the instructor’s discretion. The instructor should print hard copies of all materials marked with an asterisk (*). 
Digital Resources
1. Customer Service and Conflict Resolution Video Instructor Guide
2. Customer Service and Conflict Resolution Participant Workbook
3. Set of Guiding Practices*
4. 20 Letter cards for Acronym activity*
5. Dining with the Stars activity supplies
a. 6 Role play scripts*
b. 18 Scorecards*
c. 3 Sets of scoring numbers (1-10)*
Facilities and Supplies
1. Classroom/learning area with tables and chairs for participants
2. Whiteboard or easel with flip chart paper
3. Markers for writing on whiteboard or flip chart
4. Tape for posting the Guiding Practices
5. 3 Pens or pencils
Preparation
1. Ensure you have enough tables and chairs to accommodate all participants. 
2. Set up the judges panel for the Dining with the Stars activity.
a. First, arrange seating for the three-person judges panel. Judges should be seated together at a table(s) with three chairs in an area visible to all participants.
b. On the table, directly in front of where each judge will be seated, place a pen/pencil, six scorecards (three if printed double-sided), and one set of scoring numbers (1-10).
3. Arrange remaining tables/chairs to allow for groups of 4-6 participants to work together.
4. Post the Guiding Practices in the learning area.
5. Set up easel with flipchart paper or ensure the whiteboard is ready for use; ensure you have the appropriate marker(s).
6. Review the first segment of the Customer Service and Conflict Resolution video, which covers materials and preparation. Pause the video as instructed prior to participant arrival.
7. Welcome participants at the door as they arrive.
8. Press play when ready to begin the module.
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Learning Objectives
At the conclusion of this module, participants should:
1. define customer service,
2. understand the purpose and importance of customer service in school nutrition programs, 
3. identify several components of customer service in school nutrition programs, 
4. use what they have learned to provide a positive customer service experience for students in school, and
5. follow and implement a conflict resolution procedure in the workplace.
Professional Development
Professional Standard Code(s): 4000-Communications and Marketing
Key Areas: 4130-Customer Service, 4140-Communication Skills
Hours of Instruction: 0.5 hour per key area (1 hour total)
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The following outline provides key time points in the Customer Service and Conflict Resolution video at which the instructor is to pause the video for a discussion, activity, or demonstration. Prior to each pause point, the video host will tell the instructor to prepare to pause the video. See subsequent sections in this Guide for detailed activity and demonstration instructions. 
· 03:45: Pause the video and welcome participants.
· 06:25: Pause the video and facilitate a discussion.
Discussion Question: How do you define customer service?
· 07:10: Pause the video and facilitate a discussion.
Discussion Question: How does your definition of customer service compare with the formal definition provided?
· 07:45: Pause the video and facilitate a discussion.
Discussion Question: Who are your customers?
· 09:20: Pause the video and facilitate a discussion.
Discussion Questions: 
1. What are your expectations when dining at a restaurant?
2. What are some examples of customer expectations that are unique to school food service?
3. Taking all of this into consideration, why is customer service important in school food service?
· 10:00: Participants are asked to review the PLEASE resource located in the Participant Workbook.
· 14:05: Pause the video and facilitate a discussion.
Discussion Question: (Acronym activity) One member from each group is asked to share their group’s acronym and the thought process behind developing the acronym.
· 17:00: Pause the video to allow participants time to review the Conflict Resolution Tools resource located in the Participant Workbook.
· 22:20: Pause the video and conduct the Dining with the Stars activity.
· 23:05: Pause the video and facilitate a discussion.
Discussion Questions: 
1. What did you learn about your role as a customer service provider?
2. What did you learn about expectations and the role they play in customer service?
3. What are some key components of conflict resolution?
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The instructor will pause the video at approximately 14:05 to conduct the Acronym activity.
Say: To reiterate the instructions noted in the video, I am first going to divide you into four groups.
Count off attendees so that each attendee is assigned a number (1-4). The instructor may change the number of groups according to the number of attendees, availability of supplies, etc. Once all attendees are assigned a group number, have all attendees assigned number one go to one table/location, attendees assigned number two go to another table/location, and so on.
Say: Now that you are in your groups, I will distribute five random letters of the alphabet to each group. The goal is to develop an acronym, using only the letters provided, that describes your imaginary school cafe team. Remember to consider the following when developing your acronyms:
1. What qualities do you want to convey to your customers?
2. What are your team’s mission, purpose, and goals?
3. What does your team stand for?
Also, your acronym does not have to spell a real word as is the case with the PLEASE acronym. An acronym is simply an abbreviated version of a title, name, or phrase. Think about acronyms like SPCA and NASA. Also, for this activity, you do not need to limit your acronym to single words for each letter. Your team might want each letter of the acronym to stand for a phrase. For example, “P” might be one letter in your acronym that stands for “Provide service with a smile”. 
Finally, remember to select one member from your team to share your team’s acronym and the thought process behind its development.
Ask: Are there any questions before we get started?
Say: Okay, you will have 5-10 minutes to develop your team acronym. Go ahead and get started! 
Allow participants 5-10 minutes to develop their team acronyms. Once time is up, ask participants to stop working. Next, ask one member from each team to share their acronym and the thought process behind its development with the entire group.
When you are ready to continue the lesson, press play.
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Say: Before we begin the activity, let’s quickly review the instructions one more time. First, I will assign three to serve as judges. 
Select three participants to serve as judges and ask them to be seated at the judges panel/table.
Say: Judges, you should have the following supplies in front of you: 
· First, you should have your scorecards and a pen/pencil. The scorecard is what each of you will use to evaluate the customer service scenarios/interactions. As mentioned in the video, the scorecard contains 10 key elements of customer service and each element is worth one point. At the end of each interaction, you will have a couple of minutes to review the scoresheet and score the interaction you just witnessed. Please remember that you will not reveal your scores until all interactions are complete.
· Second, you have your scoring numbers, 1-10. After all interactions are complete, I will repeat the first scenario and the judges will reveal their scores. I will write the total score on the board/flip chart. We will repeat this process for all scenarios and then congratulate the winner. 
Ask: Judges, do you have any questions?
Answer any questions and repeat the instructions, if needed.
Say: Okay, moving onto the actors. For this activity, there are a total of six scenarios, some of which are in a restaurant setting and some of which are in a school cafe setting. Remember, your cafe is your restaurant and your customer service should reflect that. Now, for each scenario, I will need two actors; one will play the part of the customer and one will play the part of the customer service provider. The actor playing the customer will have 1-2 minutes prior to acting out the scenario to review the scenario and prompts. The actor playing the customer service provider does not get to see the scenario or prompts; remember, we do not have scripts for providing service in the real world. 
Ask: Before I select the first two actors, does anyone have any questions?
Answer any questions and repeat the instructions, if needed.
Ask: Judges, are you ready?
Say: Okay, let’s get started! Those of you in the audience, be sure to note excellent customer service practices that you see in each interaction as well as areas for improvement. Consider what you might have done differently. I will ask for your feedback after the scores are revealed so take notes if needed.
Select the first two actors and provide the actor playing the customer with the scenario. Allow the customer to review the scenario and prompts for 1-2 minute. Next, read the scenario aloud to the audience (not the prompts!) and then ask the two actors to begin acting out the scenario.
Once the interaction is complete, thank the actors and ask them to be seated. Select the next pair of actors and provide the actor playing the customer with the script/prompts. Ask the judges to score the scenario they just witnessed while the actor prepares for the next scenario. Remember, judges should keep scores confidential until all scenarios are completed. 
Continue this process through all six scenarios, making sure to collect the scenario/prompts from the actors after each interaction concludes.
Once judges have finished scoring all interactions, read the first scenario aloud to the audience and ask the judges to reveal their scores. Write the total score on the board/flip chart. 
Ask: What examples of excellent customer service did you see during this interaction?
Allow audience to provide answers and discuss.
Ask: What were some areas for improvement? What could have been done differently?
Allow audience to provide answers and discuss.
Repeat this process for all scenarios.
Say: Thank you for your participation; I hope you enjoyed the activity!
Press play when ready to proceed with the lesson.
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