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PATHWAY:  
Consumer Services
COURSE:  

Consumer Skills
UNIT 9: 

Problem Resolutions
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Annotation:
In some situations, it is necessary or desired for the consumer to offer feedback for services and products.  This feedback, whether positive or negative, can affect a company’s policies and procedures and the roles of regulatory groups and consumer protection agencies.  This unit will teach students how to handle offering feedback to a company, what the result of that feedback may be, and how the consumer can protect himself/herself.

Grade(s):  
	X
	9th

	X
	10th

	X
	11th

	X
	12th


Time:  
Six 50 minute class periods 
Author: 
Carmen Tarbush
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: 
FCS-CS-9
Students will analyze different types of consumer problem resolution.

a)
Explain how customer complaints and feedback affect management decisions and policies.

b)
Identify different types of regulatory groups at the state and national levels and outline their roles.

c)
Determine the role of government in consumer protection and agencies to contact with complaints.

d)
Explain the statement “caveat emptor.”

e)
Demonstrate procedures to follow in filing a specific consumer complaint and/or in exercising their rights in consumer situations.

f)
List reasons a complaint might not be answered.

g)
Identify sources for assistance in resolving consumer problems.

GPS Academic Standards:
ELA12W1 
The student produces writing that establishes an appropriate organized structure, sets a context and engages the reader, maintains a coherent focus throughout, and signals a satisfying closure.
National / Local Standards / Industry / ISTE:
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Enduring Understandings: 
Students will be able to:
· Understand the reasoning behind submitting proper company feedback.
· Understand the correct way to offer company feedback.

· Understand the proper regulatory groups and governmental consumer protection agencies for 
ongoing unresolved problem resolution.

Essential Questions: 
· How does customer feedback affect managerial decisions?

· How do you write a complaint letter?

· What does caveat emptor mean for customers?

· What types of regulatory groups are available?


· What are the roles of regulatory groups?

· What consumer protection agencies are available?

· What are the roles of government in those consumer protection agencies?
Knowledge from this Unit:  
Students will be able to:

· Discuss the four major consumer regulatory groups and the five major consumer protection agencies.
· Explain caveat emptor.
Skills from this Unit:  

Students will be able to: 

· Write a proper complaint letter.
· Exercise their consumer rights.

· File consumer feedback and complaints.
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Assessment Method Type: 
	
	Pre-test

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

	
	__ Quizzes/Tests

__ Unit test

	
	Group project

	
	Individual project

	
	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

	
	x__ Essay tests

__ Observe students working with partners

__ Observe students role playing

	
	Peer-assessment  

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

__ Peer editing and/or critiquing

	
	Dialogue and Discussion

	
	__ Student/teacher conferences
__ Partner and small group discussions

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

	
	Constructed Responses

	
	__ Chart good reading/writing/listening/speaking habits

__ Application of skills to real-life situations/scenarios

	
	Post-test


Assessment Attachments and / or Directions: 
Problem Resolution Essay
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•
LESSON 1:  Customer Feedback

1.
Identify the standards. Standards should be posted in the classroom.
FCS-CS-9
Students will analyze different types of consumer problem resolution.

a)
Explain how customer complaints and feedback affect management decisions and policies.

e)
Demonstrate procedures to follow in filing a specific consumer complaint and/or in exercising their rights in consumer situations.

f)
List reasons a complaint might not be answered.

g)
Identify sources for assistance in resolving consumer problems.
2.

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

· How does customer feedback affect managerial decisions?
· How do you write a complaint letter?
3.

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

	Meditation
	Arbitration
	Alternative Dispute Resolution Program

	Federal Trade Commission
	Better Business Bureau
	


4.
Take a class poll: How many of you have ever been upset with a company?  Did you do anything about it?  What?  How many of you have ever been happy with a company?  Did you do anything about it?  What?  Lead the class into discussing how the customer feedback could have changed the company’s policies or decisions.
5.
Show the Customer Feedback PowerPoint.  Follow PowerPoint while continuing with the following steps.
6.
Handout the Sample Complaint Letter and discuss how it meets all of the requirements stated in the PowerPoint.

7.
Have the students practice writing a sample complaint letter.  [If time allows, have students write a positive letter to a company of their choice.  Have them research the company’s contact information and send it to the company.  In this letter, they should include (a) something they enjoy about the company, (b) something they would love for the company to add or improve, and (c) a background of why they are writing the letter.  Have a contest to see which students get the best and/or fastest response.  This situation has lead to students receiving anything from Little Debbie snack cakes from McKee and a trip to New York with a shopping spree from Maury Povich.
8.

Pass out and popcorn read the Resolving Customer Disputes handout.

9.
Have small student groups create skits for each of the consumer bill of rights.  For example, for the right to be educated, students may act out a situation in which student A doesn’t know if she should trust a certain company.  Student B teaches student A how to look up company ratings on the better business bureau website.
•
LESSON 2: Caveat Emptor

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

FCS-CS-9
 Students will analyze different types of consumer problem resolution.
d)
Explain the statement “caveat emptor.”
2.

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

· What does caveat emptor mean for customers?
3.
Identify and review the unit vocabulary. Terms may be posted on word wall.

	Caveat Emptor
	Laidlaw v. Organ


4.

Offer students the following scenario: So, you’re sitting in class, and someone comes up to you and offers you $1,000 for your pencil.  You’re looking at your pencil very surprised and confused.  What’s going on with this pencil?  The person pulls $1,000 from their wallet, and asks the entire class if there is any reason this pencil may not be worth $1,000.  No one says anything waiting to see what happens.  The person takes the pencil and leaves the money.  The next day the person comes into the room, takes back their money, and gives you the pencil.  (Be sure to put expression and exaggeration into your story for dramatic effect).  Do you sue them for the money or let it be?  Why or why not?

5.

Explain how this situation is exactly the same as Laidlaw v. Organ with the following differences:

	You
	Organ

	The other person
	Laidlaw

	Pencil
	111 hogsheads of tobacco

	$1,000 in 2010
	$7,500 in 1815


In this case, Organ purchased 111,000 pounds from Laidlaw & Co.  The purchase was made on the same day that news broke that a peace treaty had been accepted between America and Britain, ending the War of 1812 and lifting a naval embargo that had drastically decreased the price of American tobacco by 30 to 50 percent. Organ was aware of the lifting of the embargo, but Laidlaw was not. During the discussion of the contract Organ was asked if he was aware of any reasons for the price to be higher; Organ stayed silent.  The next day, there was a rise in tobacco prices, so Laidlaw incurred a large loss on the sale (compared to the tobacco's value from the day before). Two days later, Laidlaw & Co. repossessed the tobacco by force from Organ. Organ filed suit for breach of contract to regain the tobacco or be awarded damages.
6.

Have the students debate this case.  There should be a judge, justice of the peace, court reporter, twelve jurors, and lawyers for each side.

7.
Once the class has debated, the jurors have concurred with a side, and the lawyer has written up the holding, compare it to what happened with the actual case information listed as follows:
Chief Justice Marshall's opinion can be interpreted to state that withholding information that is calculated to deceive the other party can cause a contract to be void on equitable grounds.  However, on the question of whether Organ had an obligation to disclose the information he had obtained about the end of the war, the opinion declares that "[t]he court is of opinion that he was not bound to communicate it" and "[i]t would be difficult to circumscribe the contrary doctrine within proper limits, where the means of intelligence are equally accessible to both parties. But at the same time, each party must take care not to say or do anything tending to impose upon the other."

8.

Discussion: How does your class’s court holding relate to the consumer rights spoke in class?  After a brief discussion, explain that Laidlaw v. Organ was the first case in which the Supreme Court adopted the rule of caveat emptor.  [If any class complaints begin about who was right and who was wrong about the court case, you can always tell them that both sides were technically correct because Marshall also stated that "[e]ach party must take care not to say or do anything tending to impose upon [i.e. take advantage of] the other." Therefore, neither side wins.]

9.

Explain examples of caveat emptor, let the buyer beware, and have the students write a ticket out of the door using the Ticket out the Door Handout with three examples you did not discuss in class.
•
LESSON 3:  Regulatory Groups and Consumer Protection Agencies

1.

Identify the standards. Standards should be posted in the classroom.
FCS-CS-9
 
Students will analyze different types of consumer problem resolution.

b)
Identify different types of regulatory groups at the state and national levels and outline their roles.

c)
Determine the role of government in consumer protection and agencies to contact with complaints.

g)
Identify sources for assistance in resolving consumer problems.
2.

Review Essential Question(s). Post Essential Questions in the classroom. 
· What types of regulatory groups are available?

· What are the roles of regulatory groups?
· What consumer protection agencies are available?

· What are the roles of government in those consumer protection agencies?
3.

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

	Regulatory Groups
	Consumer Protection Agencies
	Food and Drug Administration

	Consumer Unions
	Consumer Product Safety Commission
	Bureau of Consumer Protection

	Better Business Bureau
	Consumer Product Testing Organizations
	Federal Trade Commission

	Consumer Action
	Consumer Reports
	Consumer Research


4.
Prior to completing this lesson, find a recent news article that relates to regulatory groups or consumer protection agencies.  (Examples are recalls, legislation, gossip, consumer complaints about a company, or other current events).  Read the article to the class and discuss who they believe should be held accountable, who should be in charge, which group was right or wrong, and what should happen next.
5.
Go on to explain that there are groups in charge of consumer protection.  The two types are Regulatory Groups and Governmental Consumer Protection Agencies.  Show the Sources of Assistance Power Point and have students complete the Sources of Assistance Chart.

6.
Have the students take time on the Internet researching a product they would like to buy.  First, they should go to the manufacturer’s website and create a list of pros and cons of the purchase.  Next they should to on the Consumer Reports, Consumer Research, and Better Business Bureau websites to further investigate their product.  Have the students write a second list of pros and cons using the further information.  Have a class discussion about what they learned from the activity.  Would they buy the product with the additional information?  Why or why not?

7.
Have the class do a show and tell of one product they bought that they regretted.  Why did they regret it?  If it was their fault (didn’t like the way it fit, didn’t taste good, etc.) have them write a plan of improvement for their consumer education and self-regulation activities.  If it was the fault of the company (product was recalled, product didn’t do what said it would, poor quality), have them write a plan for which source of assistance would have been most beneficial and why.  Have the students tell about their regretful purchase and read their action plans to the class.
•
LESSON 4:   Review

1.
To review this unit, have students each create 10 questions on 10 different note cards with answers.  Tell them they can be in any format they choose: multiple choice, true/false, short answer, etc, but that your goal is for your classmates not to know the answer.
2.
Once they have written their questions, gather them up, and divide the class into 2-4 teams.
3.
Shuffle the note cards, and read one question to the class.  Each group has 60 seconds to write an answer and bring it to you.

4.
Announce the answer and tally the points.  (You can use fun team names that the students decide on or you can make them teams 1, 2, 3, 4, etc.)

5.
Continue each round by repeating steps 3-4.

6.
The winning team gets a surprise or extra credit points on the test.

•
ATTACHMENTS FOR LESSON PLANS

· Customer Feedback PowerPoint
· Sample Complaint Letter

· Resolving Customer Disputes

· Ticket Out the Door Handout 
· Source of Assistance PowerPoint

· Sources of Assistance Chart

· How to Right a Wrong (optional)

· Solving Customer Problems (optional)

•
NOTES & REFLECTION: 

Try to include several current events in this unit.  You may even request that students bring in a current event relating to this issue and assign each student a different day to present.
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Culminating Unit Performance Task Title: 

Problem Resolution Simulator
Culminating Unit Performance Task Description/Directions/Differentiated Instruction: 
Have the students read and follow the essay prompt.  This essay is meant to simulate each step of the problem resolution cycle.
· Directions: (1) Write a scenario in which you purchase a product that is faulty.  (2) Did you follow the rule of caveat emptor?  Why or why not?  (3) Create a complaint letter for the company.  Explain how this letter helps the management make decisions and policies.  (4) Your problem was never resolved?  Why might this be the case?  List 5 reasons.  (5) You decide to press this case forward.  Identify 6 sources of assistance, their roles, and how they may help.

Attachments for Culminating Performance Task: 

Problem Resolution Essay
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Web Resources:
· www.consumerreports.org
· www.consumersearch.com
· www.bbb.org
· www.consumer-action.org
· www.ftc.gov
· www.fda.gov
· www.cpsc.gov
· www.consumer.georgia.gov 

Materials & Equipment: 
· Note cards
21st Century Technology Used: 
	X
	Slide Show Software
	
	Graphing Software
	
	Audio File(s)

	
	Interactive Whiteboard
	
	Calculator
	X
	Graphic Organizer

	
	Student Response System
	
	Desktop Publishing 
	
	Image File(s)

	
	Web Design Software
	
	Blog
	
	Video

	
	Animation Software
	
	Wiki
	
	Electronic Game or Puzzle Maker

	
	Email
	x
	Website
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