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PATHWAY:  
Computer Networking
COURSE:  

IT Support
UNIT 10: 

Communication and Professionalism
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Annotation: 

This unit includes lessons on an introduction to communication skills and the importance of professionalism on the job.

Grade(s):  

	X
	9th

	X
	10th

	X
	11th

	X
	12th


Time:  

Approximately 18 Hours
Author: 

Andrea V. LeShea
Students with Disabilities:

For students with disabilities, the instructor should refer to the student's IEP to be sure that the accommodations specified are being provided. Instructors should also familiarize themselves with the provisions of Behavior Intervention Plans that may be part of a student's IEP. Frequent consultation with a student's special education instructor will be beneficial in providing appropriate differentiation.
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GPS Focus Standards: 

BCS-ITS-23.  
Students will use good communication skills including listening and tact/discretion when communicating with customers and colleagues. 

a. 
Use clear, concise, and direct statements. 

b. 
Allow the customer to complete statements – avoid interrupting. 

c. 
Clarify customer statements – ask pertinent questions. 

d. 
Avoid using jargon, abbreviations, and acronyms. 

e. 
Listen to customers. 

BCS-ITS-24.  
Students will use job-related professional behavior including notation of privacy, confidentiality, and respect for the customer and customers’ property. 

a. Demonstrate proper behavior when dealing with clients.

b. Demonstrate proper behavior when dealing with client property. 

ISTE/NETS:
	2.
	Communication and Collaboration

	 
	Students use digital media and environments to communicate and work collaboratively, including at a distance, to support individual learning and contribute to the learning of others. Students:

	 
	a.

interact, collaborate, and publish with peers, experts, or others employing a variety of digital environments and media.

b.

communicate information and ideas effectively to multiple audiences using a variety of media and formats.

c.

develop cultural understanding and global awareness by engaging with learners of other cultures.

d.

contribute to project teams to produce original works or solve problems.
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Enduring Understandings: 
Students will understand the importance of effective communication skills and understanding business ethics and multicultural communication in the workplace.
Essential Questions: 
•
Why is it important for IT professionals to understand business ethics and multicultural communication critical in the workplace?
•
How can IT professionals exhibit quality customer service skills?

· How have communications devices impacted or changed the way we communicate in the IT field?

· Why is it critical for an IT professional to be able to write clear, concise directions? 
Knowledge from this Unit:  
Students will:
· Define business ethics.
· Define multicultural communication.
· List the main components of the communication process.
· Explain the importance of effectively communicating with customers from all cultures.
· Describe the importance of quality customer service.
· Identify ways to write clear, concise written directions.
Skills from this Unit:  
Students will:

· Recognize various communication practices from other cultures.
· Provide quality customer service to customers.
· Write clear, concise directions.
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Assessment Method Type: 
	
	Pre-test

	X
	Objective assessment - multiple-choice, true- false, etc.

	
	__ Quizzes/Tests

_X_ Unit test

	X
	Group project

	X
	Individual project

	X
	Self-assessment - May include practice quizzes, games, simulations, checklists, etc.

	
	__ Self-check rubrics   

__ Self-check during writing/planning process

__ Journal reflections on concepts, personal experiences and impact on one’s life

__ Reflect on evaluations of work from teachers, business partners, and competition judges

__ Academic prompts

__ Practice quizzes/tests

	X
	Subjective assessment/Informal observations

	
	__ Essay tests

_X_ Observe students working with partners

_X_ Observe students role playing

	
	Peer-assessment  

	
	__ Peer editing & commentary of products/projects/presentations using rubrics

__ Peer editing and/or critiquing

	X
	Dialogue and Discussion

	
	__ Student/teacher conferences
_X_ Partner and small group discussions

_X_ Whole group discussions
__ Interaction with/feedback from community members/speakers and business partners

	X
	Constructed Responses

	
	__ Chart good reading/writing/listening/speaking habits

_X_ Application of skills to real-life situations/scenarios

	
	Post-test


Assessment Attachments and / or Directions: 
ITS_11_Test: Short Answer, True/False and Matching
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•
LESSON 1:  
THE IMPORTANCE OF UNDERSTANDING BUSINESS ETHICS AND MULTICULTURAL COMMUNICATION

1.
Identify the standards. Standards should be posted in the classroom.

BCS-ITE-23.  
Students will use good communication skills including listening and tact/discretion when communicating with customers and colleagues. 

a. 
Use clear, concise, and direct statements. 

b. 
Allow the customer to complete statements – avoid interrupting. 

c. 
Clarify customer statements – ask pertinent questions. 

d. 
Avoid using jargon, abbreviations, and acronyms. 

e. 
Listen to customers. 

BCS-ITE-24.  
Students will use job-related professional behavior including notation of privacy, confidentiality, and respect for the customer and customers’ property. 

c. Demonstrate proper behavior when dealing with clients.

d. Demonstrate proper behavior when dealing with client property. 

2.
Review Essential Question(s). Post Essential Questions in the classroom. 

•
Why is it important for IT professionals to understand business ethics and multicultural communication critical in the workplace?

3.
Identify and review the unit vocabulary. Terms may be posted on word wall.

	Ethics
	Moral Conduct
	Business Ethics

	Idea
	Encoding
	Channel

	Receiving
	Decoding
	Action


4.
Interest approach – Mental set


Ask students why they think it is important to understand how people in other countries/cultures communicate? 
5.

	Activity 1:
	· Teacher will have students fill out the Anticipation Guide to determine what they know prior to completing the unit. (See Attachment: IT Support- Unit 11 Anticipation Guide-Communicating Effectively.doc)

	Activity 2:
	· Introduction to Business Ethics and Multicultural Communication presentation and class discussion led by instructor. (See Attachment: ITS_11_Business Ethics and Multicultural Communication.ppt)

	Activity 3:
	· Jigsaw Activity in which the students will work in a small group to research common business ethics and practices in a country assigned to them by the teacher.  Each group will create a presentation reporting their findings and present them to the class.  (See Attachment: ITS_11_Multicultural Communication Jigsaw Activity in 10 Easy Steps.doc)

	Activity 4:
	· Activity in which the students as a class will complete and honesty quiz.  Teacher will present each of the ethics scenarios and the students will individually record their answers to see how honest they really are.  read an article on Business Ethics and respond in a written format to the discussion questions. (See Attachment: ITS_11_How Honest Are You- Quiz and Discussion Questions.ppt)

	Activity 5:
	· Making ethical decisions activity in which students will complete a case scenario based on the six steps for making ethical decisions. (See Attachment: ITS_11_Making Ethical Decisions Activity.doc)


•
LESSON 2:  THE IMPORTANCE OF QUALITY CUSTOMER SERVICE 

1.
Identify the standards. Standards should be posted in the classroom.


BCS-ITE-23.  
Students will use good communication skills including listening and tact/discretion when communicating with customers and colleagues. 

a. 
Use clear, concise, and direct statements. 

b. 
Allow the customer to complete statements – avoid interrupting. 

c. 
Clarify customer statements – ask pertinent questions. 

d. 
Avoid using jargon, abbreviations, and acronyms. 

e. 
Listen to customers. 

BCS-ITE-24.  
Students will use job-related professional behavior including notation of privacy, confidentiality, and respect for the customer and customers’ property. 

e. Demonstrate proper behavior when dealing with clients.

f. Demonstrate proper behavior when dealing with client property. 

2.
Review Essential Question(s). Post Essential Questions in the classroom
•
How can an IT professional exhibit quality customer service skills?

3.
Identify and review the unit vocabulary. Terms may be posted on word wall.

	Quality
	Professionalism
	Ethics


4. Interest approach – Mental set

Lead a general discussion on the various types of opportunities we have to observe customer service skills in action? 


Ask students what type of experiences they have had with customer service representatives in their personal lives?  




•
Were they positive or negative? 



•
What do they think they would have done differently if they were the customer service rep?
5.

	Activity 1:
	· Students will have the opportunity to act out role-play scenarios as a help desk technician.  (See Attachment: ITS_11_Help Desk Role Play Activity.doc and ITS_11_Role Play Evaluation Form.doc)

	Activity 2:
	· Students will learn about proper phone etiquette and have the opportunity to practice responding in a more positive way to customer service calls.  (See Attachment: ITS_11_Telephone Etiquette Checklist.doc and ITS_11_Making Correct Telephone Responses.doc)


•
LESSON 3:  COMMUNICATION DEVICES AND THEIR EFFECT ON THE IT PROFESSION

1.
Identify the standards. Standards should be posted in the classroom.


BCS-ITE-23.  
Students will use good communication skills including listening and tact/discretion when communicating with customers and colleagues. 

a. 
Use clear, concise, and direct statements. 

b. 
Allow the customer to complete statements – avoid interrupting. 

c. 
Clarify customer statements – ask pertinent questions. 

d. 
Avoid using jargon, abbreviations, and acronyms. 

e. 
Listen to customers. 

BCS-ITE-24.  
Students will use job-related professional behavior including notation of privacy, confidentiality, and respect for the customer and customers’ property. 

g. Demonstrate proper behavior when dealing with clients.

h. Demonstrate proper behavior when dealing with client property. 

2.
Review Essential Question(s). Post Essential Questions in the classroom
•
How have communications devices impacted or changed positively or negatively the way we communicate? What are the effects of these devices on professionalism in the workplace?
3.
Identify and review the unit vocabulary. Terms may be posted on word wall.

	Communication Device
	Professionalism
	Ethics


4. Interest approach – Mental set

Lead a general discussion on the various types of communications devices and how we would have to communicate without them.  What are the advantages and disadvantages of having them? 


Ask students what type of communications devices they use in their personal lives?  



•
How do they positively or negatively impact the way the communicate with others (friends, family etc…? 

5.

	Activity 1:
	· Students will use the Internet to find a recent (within the last two years) article on the ways in which technology and/or communication devices have affected either negatively or positively communication and professionalism in the IT field.  Students will write a summary of the article present it to the class. 


•
LESSON 4:  
THE IMPORTANCE OF LISTENING SKILLS AND WRITING CLEAR, CONCISE INSTRUCTIONS  

1.
Identify the standards. Standards should be posted in the classroom.

BCS-ITE-23.  
Students will use good communication skills including listening and tact/discretion when communicating with customers and colleagues. 

a. 
Use clear, concise, and direct statements. 

b. 
Allow the customer to complete statements – avoid interrupting. 

c. 
Clarify customer statements – ask pertinent questions. 

d. 
Avoid using jargon, abbreviations, and acronyms. 

e. 
Listen to customers. 

BCS-ITE-24.  
Students will use job-related professional behavior including notation of privacy, confidentiality, and respect for the customer and customers’ property. 

i. Demonstrate proper behavior when dealing with clients.

j. Demonstrate proper behavior when dealing with client property. 

2.
Review Essential Question(s). Post Essential Questions in the classroom. 

· Why is it critical for an IT professional to be able to write clear, concise directions? 
3.
Identify and review the unit vocabulary. Terms may be posted on word wall.

	Active listening
	Feedback
	Clarify

	Distractions
	Bias
	Filter

	Paraphrase
	Summarize
	Effective


4.
Interest approach – Mental set


Ask students how often they day dream or thinking about something else while another person is talking to them.  Discuss why that is completely normal but why it is also important to minimize internal distractions.  Ask them if they have any suggestions or strategies that they use to be a better listener.
5.

	Activity 1:
	· Following Written Directions Activity and Class Discussion. (See Attachment: ITS_11_Following Directions Activity (Use Pages 9-11).pdf)

	Activity 2:
	· Listening Skills Activity focusing on the importance of clear, concise instructions, and verbal instructions. (See Attachment: ITS_11_Peanut Butter and Jelly Listening Activity.doc)


•
LESSON 4:  SUMMATIVE ASSESSMENT (1 HOUR)

1.
This lesson will be focusing on assessing the knowledge gained upon completion of the unit.
	Activity 1:
	· Students will use the IT Essentials- Unit 11 Anticipation Guide and mark those concepts they know after completion of the unit and compare it to the before column to determine overall knowledge gained and concepts learned. (See Attachment: ITS_11_Anticipation Guide-Communicating Effectively.doc)

	Activity 2:
	· Students will take the IT Support- Unit 11 Test to show mastery of unit concepts. (See Attachment: ITS_11_Summative Assessment.doc)


•
ATTACHMENTS FOR LESSON PLANS

· ITS_11_Anticipation Guide-Communicating Effectively.doc
· ITS_11_Business Ethics and Multicultural Communication.ppt
· ITS_11_Multicultural Communication Jigsaw Activity in 10 Easy Steps.doc
· ITS_11_How Honest Are You- Quiz and Discussion Questions.ppt
· ITS_11_Making Ethical Decisions Activity.doc
· ITS_11_Help Desk Role Play Activity.doc 

· ITS_11_Role Play Evaluation Form.doc
· ITS_11_Telephone Etiquette Checklist.doc 
· ITS_11_Making Correct Telephone Responses.doc
· ITS_11_Following Directions Activity (Use Pages 9-11).pdf
· ITS_11_Peanut Butter and Jelly Listening Activity.doc
· ITS_11_Summative Assessment.doc
· ITS_11_Summative Assessment Key
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21st Century Technology Used: 
	X
	Slide Show Software
	
	Graphing Software
	
	Audio File(s)

	X
	Interactive Whiteboard
	
	Calculator
	
	Graphic Organizer

	
	Student Response System
	
	Desktop Publishing 
	
	Image File(s)

	
	Web Design Software
	
	Blog
	
	Video

	
	Animation Software
	
	Wiki
	X
	Electronic Game or Puzzle Maker

	
	Email
	X
	Website
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