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MESABI RANGE COMMUNITY & TECHNICAL COLLEGE 
 


Course Outline 
 


 
Course 
Title:  


Project Management I: Microsoft Word Submitted By:  C. Karpik 


Semester Course Prefix and 
Number: 


EOM 1241 Approval 
Date: 


 


Old Quarter Course Prefix and 
Number: 


 Revision 
Date: 


 


 
Number of Credits: 3                Number of Lecture 


Credits: 
2   


Semester(s) Offered: 
Fall 
Class Size:   30 
       Negotiated by AASC on: 


(date) 


 
  


Number of Lab Credits: 1 Number of Lab Hours: 
2 
Number of Studio/Demonstration/Internship 
Credits: 


 
 
 
 


 
                         
Course Purpose Code: 


 0 – Developmental Courses 
 1 – Non-transferable 


x 2 – Technical course related to career programs  
 3 – College course which has the primary goal of applying certain concepts (e.g. vocal ensemble) 
 4 – Other college course not considered a part of MNTC (e.g. computer science, health, physical 


education)  
 5 – Course which is intended to fulfill the Minnesota Transfer Curriculum (MNTC) requirements or 


intended for transfer.         
 9 – Continuing Education/Customized Training specialized credit course (not occurring in 0-5) 


 
Catalog Description: 
 
This course will introduce the intermediate features of Microsoft Word. Students will build on the foundation 
of basic skills learned in earlier courses to develop strategies for determining best application use. This 
course will teach students steps to use Microsoft Word effectively and efficiently for a variety of business 
needs. Students will continue to develop keyboarding skills for speed and accuracy. 
 
 
Prerequisites and/or recommended entry skills/knowledge: 
Course Prerequisite(s): None 
Reading Prerequisite: None 
Composition Prerequisite: None 
Mathematics Prerequisite: None 
 
Career Programs and Transfer Majors Accessing this Course: 
 
Executive Office Management 
 
Minnesota Transfer Curriculum Goal(s) partially met by this course if applicable:   
(Notes:  No more than two goals may be met by any one course.  Curriculum Committee review and the 
Chief Academic Officer’s approval are required.) 
0. x None  6.  The Humanities and Fine Arts 
1.  Communications  7.  Human Diversity 
2.  Critical Thinking  8.  Global Perspectives 
3.  Natural Sciences  9.  Ethical and Civic Responsibility 
4.  Mathematical/Logical Reasoning 10.  People and the Environment 
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5.  History and the Social and Behavioral Sciences    
 
 
 
 
Learning Outcomes: (including any relevant competencies listed in the Minnesota Transfer 
Curriculum)    
    
Upon completion of this course, the student will be able to: 
 


• Create, format, and edit a Word document with pictures 
• Create a research paper with citations and references 
• Create a business letter with a letterhead and table 
• Create a document with a title page, lists, tables, and a watermark 
• Use a template to create a resume and share a finished document 
• Generate form letters, mailing labels, and a directory 
• Create a newsletter with a pull-quote and graphics 
• Use document collaboration and integration tools 
• Create a reference document with a table of contents and an index 
• Create a template for an online form using macros and adding digital signatures 


 
 
Student Assessment Methods: 
Daily assignments, in-class projects, quizzes, oral presentations, tests and a final examination.  SAM 
2010 Assessment, Training and Projects for Microsoft Office 2010. 
 
Use of Instructional Technology: (includes software, interactive video and other instructional 
technologies): 
 
This course may require use of the Internet, the submission of electronically prepared documents and the 
use of the course management software program Microsoft Office 2010.Hardware may include projectors, 
interactive white boards, computers, printers, and other supporting technologies. 
 
Additional Special Information:  (special fees, directives on hazardous materials, etc.) 
 
 
Transfer Information:  (Please list colleges/majors that accept this course in transfer.) 
 
 
 
Course Outline Revision History: 
 
 
 
Approvals: 


 
Body 


 
Representative Signatures 


 
Date 


 
Curriculum Committee  


  


 
Faculty Association 


  


 
Academic Affairs Standards 
Committee  


  


 
Chief Academic Officer 


  


 
Distribution: Original – Instructional Services 
Copies:      Transfer Specialist, Originating Faculty Member, Records 
Revised:  March 2010 
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MESABI RANGE COMMUNITY & TECHNICAL COLLEGE 
 


Course Outline 
 


 
Course 
Title: 


Project Management II: Microsoft Excel Submitted By: C. Karpik 


Semester Course Prefix and 
Number: 


EOM 1242 Approval 
Date: 


 


Old Quarter Course Prefix and 
Number: 


 Revision 
Date: 


 


    
Number of Credits:     3            Number of Lecture 


Credits: 
2   


Semester(s) Offered: 
Class Size: 30  
       Negotiated by AASC on: 


(date) 


 
  


Number of Lab Credits: 1 Number of Lab Hours: 
2 
Number of Studio/Demonstration/Internship 
Credits: 


 
 
 
 


 
                         
Course Purpose Code: 


 0 – Developmental Courses 
 1 – Non-transferable 


X 2 – Technical course related to career programs  
 3 – College course which has the primary goal of applying certain concepts (e.g. vocal ensemble) 
 4 – Other college course not considered a part of MNTC (e.g. computer science, health, physical 


education)  
 5 – Course which is intended to fulfill the Minnesota Transfer Curriculum (MNTC) requirements or 


intended for transfer.         
 9 – Continuing Education/Customized Training specialized credit course (not occurring in 0-5) 


 
Catalog Description: 
 
This is a comprehensive course exploring the functions and practical applications in using Microsoft Excel 
which includes creating worksheets and charts, using a financial database, and problem-solving functions. 
 
 
 
Prerequisites and/or recommended entry skills/knowledge: 
Course Prerequisite(s): None 
Reading Prerequisite: None 
Composition Prerequisite: None 
Mathematics Prerequisite: None 
 
Career Programs and Transfer Majors Accessing this Course: 
 
Executive Office Management 
 
Minnesota Transfer Curriculum Goal(s) partially met by this course if applicable:   
(Notes:  No more than two goals may be met by any one course.  Curriculum Committee review and the 
Chief Academic Officer’s approval are required.) 
0. x None  6.  The Humanities and Fine Arts 
1.  Communications  7.  Human Diversity 
2.  Critical Thinking  8.  Global Perspectives 
3.  Natural Sciences  9.  Ethical and Civic Responsibility 
4.  Mathematical/Logical Reasoning 10.  People and the Environment 
5.  History and the Social and Behavioral Sciences    
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Learning Outcomes: (including any relevant competencies listed in the Minnesota Transfer 
Curriculum)    
    
Upon completion of this course, the student will be able to: 
 


• Create a worksheet and an embedded chart 
• Use formulas, functions, and formatting 
• Use what-if analysis, charting, and working with large worksheets 
• Use financial functions, data tables, and amortization schedules 
• Create, sort, and query a table 
• Work with multiple worksheets and workbooks 
• Create templates, import data, and work with SmartArt, images, and screen shots 
• Create PivotTables, PivotCharts, and trendlines 
• Use formula auditing, data validation, and complex problem solving 
• Use macros and Visual Basic for applications in Excel 


 
 
Student Assessment Methods: 
 
Daily assignments, in-class projects, quizzes, oral presentations, tests and a final examination.  SAM 
2010 Assessment, Training and Projects for Microsoft Office 2010. 
 
Use of Instructional Technology: (includes software, interactive video and other instructional 
technologies): 
 
This course may require use of the Internet, the submission of electronically prepared documents and the 
use of the course management software program Microsoft Office 2010.Hardware may include projectors, 
interactive white boards, computers, printers, and other supporting technologies. 
 
 
Additional Special Information:  (special fees, directives on hazardous materials, etc.) 
 
 
 
Transfer Information:  (Please list colleges/majors that accept this course in transfer.) 
 
 
Course Outline Revision History: 
 
 
Approvals: 


 
Body 


 
Representative Signatures 


 
Date 


 
Curriculum Committee  


  


 
Faculty Association 


  


 
Academic Affairs Standards 
Committee  


  


 
Chief Academic Officer 


  


 
Distribution: Original – Instructional Services 
Copies:      Transfer Specialist, Originating Faculty Member, Records 
Revised:  March 2010 
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MESABI RANGE COMMUNITY & TECHNICAL COLLEGE 
 


Course Outline 
 


 
Course 
Title: 


Project Management II I: Records/Data   
Management 


Submitted By: C.Karpik 


Semester Course Prefix and 
Number: 


EOM 1243 Approval 
Date: 


 


Old Quarter Course Prefix and 
Number: 


 Revision 
Date: 


 


    
Number of Credits:                3 Number of Lecture 


Credits: 
3   


Semester(s) Offered: 
Class Size:    
       Negotiated by AASC on: 


(date) 


 
 30 


Number of Lab Credits: Number of Lab Hours: 
Number of Studio/Demonstration/Internship 
Credits: 


 
 
 
 


 
                         
Course Purpose Code: 


 0 – Developmental Courses 
x 1 – Non-transferable 
 2 – Technical course related to career programs  
 3 – College course which has the primary goal of applying certain concepts (e.g. vocal ensemble) 
 4 – Other college course not considered a part of MNTC (e.g. computer science, health, physical 


education)  
 5 – Course which is intended to fulfill the Minnesota Transfer Curriculum (MNTC) requirements or 


intended for transfer.         
 9 – Continuing Education/Customized Training specialized credit course (not occurring in 0-5) 


 
Catalog Description: 
 
The Records/Data Management course is designed to provide a comprehensive introduction to the 
complex field of records management. Alphabetic filing rules are included, along with methods of storing 
and retrieving alphabetic, subject, numeric, and geographic records. Thorough coverage is provided for 
students in filing and maintenance of paper, automated, micro image, and electronic imaging records. 
 
 
Prerequisites and/or recommended entry skills/knowledge: 
Course Prerequisite(s): None 
Reading Prerequisite: None 
Composition Prerequisite: None 
Mathematics Prerequisite: None 
 
Career Programs and Transfer Majors Accessing this Course: 
 
Executive Office Management 
 
Minnesota Transfer Curriculum Goal(s) partially met by this course if applicable:   
(Notes:  No more than two goals may be met by any one course.  Curriculum Committee review and the 
Chief Academic Officer’s approval are required.) 
0. x None  6.  The Humanities and Fine Arts 
1.  Communications  7.  Human Diversity 
2.  Critical Thinking  8.  Global Perspectives 
3.  Natural Sciences  9.  Ethical and Civic Responsibility 
4.  Mathematical/Logical Reasoning 10.  People and the Environment 
5.  History and the Social and Behavioral Sciences    
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Learning Outcomes: (including any relevant competencies listed in the Minnesota Transfer Curriculum)    
    
Upon completion of this course, the student will be able to: 
 


• Describe the importance of records management to an organization 
• Explain the need for indexing rules in alphabetic storage of records and the importance of following 


these rules 
• Describe elements found in an electronic database 
• Describe the difference in how records are sorted manually and by computers 
• Explain terms used in correspondence records management systems 
• Identify the basic types of equipment and supplies for correspondence records storage 
• Explain the importance of developing and implementing a records retention program 
• Define subject records management 
• Describe the components of a consecutive numbering storage method and procedures for this 


method 
• Explain the need for geographic records management and the kinds of organizations that might 


use this method 
• Define electronic record and image record and describe the relationship between the two records 


media 
• Define and describe the purpose of a record’s audit 
• Explain the phases of a disaster recovery plan 
• List actions taken to implement a retention schedule 


 
 
Student Assessment Methods:  
 
Daily assignments, in-class projects, quizzes, oral presentations, tests and a final examination  
 
 
Use of Instructional Technology: (includes software, interactive video and other instructional 
technologies): 
 
This course may require use of the Internet, the submission of electronically prepared documents and the 
use of the course management software program Microsoft Office 2010.Hardware may include projectors, 
interactive white boards, computers, printers, and other supporting technologies 
 
 
Additional Special Information:  (special fees, directives on hazardous materials, etc.) 
 
 
Transfer Information:  (Please list colleges/majors that accept this course in transfer.) 
 
 
Course Outline Revision History: 
 
 
Approvals: 


 
Body 


 
Representative Signatures 


 
Date 


 
Curriculum Committee  


  


 
Faculty Association 


  


 
Academic Affairs Standards 
Committee  


  


 
Chief Academic Officer 
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Distribution: Original – Instructional Services 
Copies:      Transfer Specialist, Originating Faculty Member, Records 
Revised:  March 2010 
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MESABI RANGE COMMUNITY & TECHNICAL COLLEGE 
 


Course Outline 
 


 
Course 
Title: 


Project Management IV: Microsoft 
PowerPoint & Publisher 


Submitted By: C.Karpik 


Semester Course Prefix and 
Number: 


EOM 1244 Approval 
Date: 


 


Old Quarter Course Prefix and 
Number: 


 Revision 
Date: 


 


    
Number of Credits:     3            Number of Lecture 


Credits: 
 2   


Semester(s) Offered: 
Class Size:  30 
       Negotiated by AASC on: 


(date) 


 
  


Number of Lab Credits:1 Number of Lab Hours: 
2 
Number of Studio/Demonstration/Internship 
Credits: 


 
 
 
 


 
                         
Course Purpose Code: 


 0 – Developmental Courses 
 1 – Non-transferable 


x 2 – Technical course related to career programs  
 3 – College course which has the primary goal of applying certain concepts (e.g. vocal ensemble) 
 4 – Other college course not considered a part of MNTC (e.g. computer science, health, physical 


education)  
 5 – Course which is intended to fulfill the Minnesota Transfer Curriculum (MNTC) requirements or 


intended for transfer.         
 9 – Continuing Education/Customized Training specialized credit course (not occurring in 0-5) 


 
Catalog Description: 
 
This course covers the Microsoft PowerPoint presentation and Publisher software package. This course is 
designed to provide the student the skills in creating computerized presentations. A variety of desktop 
publications are created including brochures, flyers, newsletters, business cards, calendars, and letters. 
Word processing and graphic’s files are integrated to produce professional publications. 
 
 
Prerequisites and/or recommended entry skills/knowledge: 
Course Prerequisite(s): None 
Reading Prerequisite: None 
Composition Prerequisite: None 
Mathematics Prerequisite: None 
 
Career Programs and Transfer Majors Accessing this Course: 
 
Executive Office Management 
 
 
 
Minnesota Transfer Curriculum Goal(s) partially met by this course if applicable:   
(Notes:  No more than two goals may be met by any one course.  Curriculum Committee review and the 
Chief Academic Officer’s approval are required.) 
0. x None  6.  The Humanities and Fine Arts 
1.  Communications  7.  Human Diversity 
2.  Critical Thinking  8.  Global Perspectives 
3.  Natural Sciences  9.  Ethical and Civic Responsibility 
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4.  Mathematical/Logical Reasoning 10.  People and the Environment 
5.  History and the Social and Behavioral Sciences    
 
Learning Outcomes: (including any relevant competencies listed in the Minnesota Transfer 
Curriculum)    
    
Upon completion of this course, the student will be able to: 
 


• Create and present a professional level PowerPoint presentation which includes a customized 
slide master, slide animation, sound effects, and hyperlinks 


• Use  several PowerPoint functions such as opening the software, adding a slide, applying design 
templates, and inserting graphics and/or text 


• Apply animation, sound effects, and automatic slide timing when creating electronic presentations 
• Prepare a timed presentation with content from outside sources 
• Create a marketing kit with limited direction which includes coordinating marketing pieces such as 


a brochure, letterhead, newsletter, and business card 
• Create and modify publishing pieces such as brochures, newsletters, business cards and 


letterhead 
 


 
Student Assessment Methods: 
 
Daily assignments, in-class projects, quizzes, oral presentations, tests and a final examination.  SAM 
2010 Assessment, Training and Projects for Microsoft Office 2010. 
 
 
Use of Instructional Technology: (includes software, interactive video and other instructional 
technologies): 
 
This course may require use of the Internet, the submission of electronically prepared documents and the 
use of the course management software program Microsoft Office 2010. Hardware may include 
projectors, interactive white boards, computers, printers, and other supporting technologies. 
 
 
 
Additional Special Information:  (special fees, directives on hazardous materials, etc.) 
 
 
 
 
Transfer Information:  (Please list colleges/majors that accept this course in transfer.) 
 
 
 
 
Course Outline Revision History: 
 
 
 
 
Approvals: 


 
Body 


 
Representative Signatures 


 
Date 


 
Curriculum Committee  


  


 
Faculty Association 


  


 
Academic Affairs Standards 
Committee  


  


 
Chief Academic Officer 
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Distribution: Original – Instructional Services 
Copies:      Transfer Specialist, Originating Faculty Member, Records 
Revised:  March 2010 
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MESABI RANGE COMMUNITY & TECHNICAL COLLEGE 
 


Course Outline 
 


 
Course 
Title: 


Project Management V: Microsoft Access Submitted By: C. Karpik 


Semester Course Prefix and 
Number: 


EOM 1245 Approval 
Date: 


 


Old Quarter Course Prefix and 
Number: 


 Revision 
Date: 


 


 
Number of Credits: 3                Number of Lecture 


Credits: 
2   


Semester(s) Offered: 
Class Size:   30 
       Negotiated by AASC on: 


(date) 


 
  


Number of Lab Credits:1 Number of Lab Hours: 
Number of Studio/Demonstration/Internship 
Credits: 


2 
 


 
                         
Course Purpose Code: 


 0 – Developmental Courses 
 1 – Non-transferable 


x 2 – Technical course related to career programs  
 3 – College course which has the primary goal of applying certain concepts (e.g. vocal ensemble) 
 4 – Other college course not considered a part of MNTC (e.g. computer science, health, physical 


education)  
 5 – Course which is intended to fulfill the Minnesota Transfer Curriculum (MNTC) requirements or 


intended for transfer.         
 9 – Continuing Education/Customized Training specialized credit course (not occurring in 0-5) 


 
Catalog Description: 
 
This is a comprehensive course exploring the functions and practical applications in using Microsoft 
Access.  Students will learn how to  create a database; add, change, and delete data in the database; sort 
and retrieve the data; and create forms and reports using the data.  
 
 
 
Prerequisites and/or recommended entry skills/knowledge: 
Course Prerequisite(s): None 
Reading Prerequisite: None 
Composition Prerequisite: None 
Mathematics Prerequisite: None 
 
Career Programs and Transfer Majors Accessing this Course: 
 
Executive Office Management 
 
Minnesota Transfer Curriculum Goal(s) partially met by this course if applicable:   
(Notes:  No more than two goals may be met by any one course.  Curriculum Committee review and the 
Chief Academic Officer’s approval are required.) 
0. x None  6.  The Humanities and Fine Arts 
1.  Communications  7.  Human Diversity 
2.  Critical Thinking  8.  Global Perspectives 
3.  Natural Sciences  9.  Ethical and Civic Responsibility 
4.  Mathematical/Logical Reasoning 10.  People and the Environment 
5.  History and the Social and Behavioral Sciences    
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Learning Outcomes: (including any relevant competencies listed in the Minnesota Transfer Curriculum)    
    
Upon completion of this course, the student will be able to: 
 


• Create and maintain a database by adding, changing and deleting records, searching for records, 
filtering records, sorting records 


• Create tables in Datasheet and Design views 
• Create and use a query to sort data, join tables, export data to another application, and perform 


calculations 
• Create and modify forms and reports by applying themes, adding fields, gridlines, creating and 


printing mailing labels, and printing custom reports 
• Create forms incorporating data from more than one table 
• Create and use Structured Query Language (SQL) for querying and updating databases 
• Create forms containing combo boxes and command buttons to accomplish various tasks 
• Create a multipage form  
• Create and modify macros and submacros 
• Create, change and use a PivotTable 
• Administer a database by making it available on the Web, creating custom templates, application 


parts and data type parts 
• Convert a Access database to an earlier version of Access 


 
Student Assessment Methods: 
 
Daily assignments, in-class projects, quizzes, oral presentations, tests and a final examination.  SAM 2010 
Assessment, Training and Projects for Microsoft Office 2010. 
 
 
Use of Instructional Technology: (includes software, interactive video and other instructional 
technologies): 
 
This course may require use of the Internet, the submission of electronically prepared documents and the 
use of the course management software program; Microsoft Office 2010.Hardware may include projectors, 
interactive white boards, computers, printers, and other supporting technologies. 
 
 
Additional Special Information:  (special fees, directives on hazardous materials, etc.) 
 
 
Transfer Information:  (Please list colleges/majors that accept this course in transfer.) 
 
 
 
Course Outline Revision History: 
 
 
Approvals: 


 
Body 


 
Representative Signatures 


 
Date 


 
Curriculum Committee  


  


 
Faculty Association 


  


 
Academic Affairs Standards 
Committee  


  


 
Chief Academic Officer 
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Distribution: Original – Instructional Services 
Copies:      Transfer Specialist, Originating Faculty Member, Records 
Revised:  March 2010  
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 MESABI RANGE COMMUNITY & TECHNICAL COLLEGE 
 


Course Outline 
 


 
Course 
Title: 


Operations Management I: The 
Professional Office 


Submitted By: C.Karpik 


Semester Course Prefix and 
Number: 


EOM 1251 Approval 
Date: 


 


Old Quarter Course Prefix and 
Number: 


 Revision 
Date: 


 


 
Number of Credits:     3            Number of Lecture 


Credits: 
 3   


Semester(s) Offered: 
Class Size:   30 
       Negotiated by AASC on: 


(date) 


 
  


Number of Lab Credits: Number of Lab Hours: 
Number of Studio/Demonstration/Internship 
Credits: 


 
 
 
 


 
                         
Course Purpose Code: 


 0 – Developmental Courses 
 1 – Non-transferable 


x 2 – Technical course related to career programs  
 3 – College course which has the primary goal of applying certain concepts (e.g. vocal ensemble) 
 4 – Other college course not considered a part of MNTC (e.g. computer science, health, physical 


education)  
 5 – Course which is intended to fulfill the Minnesota Transfer Curriculum (MNTC) requirements or 


intended for transfer.         
 9 – Continuing Education/Customized Training specialized credit course (not occurring in 0-5) 


 
Catalog Description: 
 
This course prepares students for the realistic situations, tasks and problems they will encounter in a 
state-of-the-art office environment.  Increased emphasis is given to help students understand employers' 
expectations, build confidence, and develop into strong, competent employees and leaders.  
  
 
Prerequisites and/or recommended entry skills/knowledge: 
Course Prerequisite(s): None 
Reading Prerequisite: None 
Composition Prerequisite: None 
Mathematics Prerequisite: None 
 
Career Programs and Transfer Majors Accessing this Course: 
 
Executive Office Management 
 
Minnesota Transfer Curriculum Goal(s) partially met by this course if applicable:   
(Notes:  No more than two goals may be met by any one course.  Curriculum Committee review and the 
Chief Academic Officer’s approval are required.) 
0. x None  6.  The Humanities and Fine Arts 
1.  Communications  7.  Human Diversity 
2.  Critical Thinking  8.  Global Perspectives 
3.  Natural Sciences  9.  Ethical and Civic Responsibility 
4.  Mathematical/Logical Reasoning 10.  People and the Environment 
5.  History and the Social and Behavioral Sciences    
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Learning Outcomes: (including any relevant competencies listed in the Minnesota Transfer Curriculum)    
    
Upon completion of this course, the student will be able to: 
 


• Assess the demand for administrative assistants and describe their work and work settings 
• Explain  why critical-thinking, decision-making, and problem-solving skills are essential to an 


administrative assistant 
• Describe how factors such as appearance, communication, and teamwork skills affect a 


professional image 
• Explain steps for setting and meeting goals and priorities 
• Explain basic ethical terms and concepts. 
• Describe benefits of teams and identify common types of workplace teams 
• Describe the communication process and its elements 
• Plan, research, and write presentations 
• Explain the value of telecommunication tools 
• Identify types of business meetings and appropriate formats for various situations 
• Identify reasons that records are valuable 
• Identify methods for sending outgoing mail 
• Demonstrate planning of business travel 
• Describe financial statements for organizations 
• Explain the difference between leadership and management 
• Explain the importance of business etiquette 


 
 
Student Assessment Methods: 
 
The student will be assessed through projects, tests, quizzes, and role playing. 
 
 
Use of Instructional Technology: (includes software, interactive video and other instructional 
technologies): 
This course may require use of the Internet, the submission of electronically prepared documents and the 
use of the course management software program Microsoft Office 2010. Hardware may include projectors, 
interactive white boards, computers, printers, and other supporting technologies. 
 
 
Additional Special Information:  (special fees, directives on hazardous materials, etc.) 
 
 
 
 
Transfer Information:  (Please list colleges/majors that accept this course in transfer.) 
 
 
Course Outline Revision History: 
 
 
Approvals: 


 
Body 


 
Representative Signatures 


 
Date 


 
Curriculum Committee  


  


 
Faculty Association 


  


 
Academic Affairs Standards 
Committee  
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Chief Academic Officer 
 


Distribution: Original – Instructional Services 
Copies:      Transfer Specialist, Originating Faculty Member, Records 
Revised:  March 2010 
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MESABI RANGE COMMUNITY & TECHNICAL COLLEGE 
 


Course Outline 
 


 
Course 
Title: 


Operations Management I I I: Customer 
Relations in a Global Environment 


Submitted By: C. Karpik 


Semester Course Prefix and 
Number: 


EOM 2253 Approval 
Date: 


 


Old Quarter Course Prefix and 
Number: 


 Revision 
Date: 


 


 
Number of Credits:                3 Number of Lecture 


Credits: 
3   


Semester(s) Offered: 
Class Size:   30 
       Negotiated by AASC on: 


(date) 


 
  


Number of Lab Credits: Number of Lab Hours: 
Number of Studio/Demonstration/Internship 
Credits: 


 
 
 
 


 
                         
Course Purpose Code: 


 0 – Developmental Courses 
x 1 – Non-transferable 
 2 – Technical course related to career programs  
 3 – College course which has the primary goal of applying certain concepts (e.g. vocal ensemble) 
 4 – Other college course not considered a part of MNTC (e.g. computer science, health, physical 


education)  
 5 – Course which is intended to fulfill the Minnesota Transfer Curriculum (MNTC) requirements or 


intended for transfer.         
 9 – Continuing Education/Customized Training specialized credit course (not occurring in 0-5) 


 
Catalog Description: 
 
The course presents a practical approach to understanding, implementing, and practicing the principles of 
customer service within different types of organizations. Students will examine service strategies in 
different organizations and businesses, learn about different supporting tools and techniques to provide 
quality service, and analyze customer information to identify opportunities for service improvement. 
 
 
Prerequisites and/or recommended entry skills/knowledge: 
Course Prerequisite(s): None 
Reading Prerequisite: None 
Composition Prerequisite: None 
Mathematics Prerequisite: None 
 
Career Programs and Transfer Majors Accessing this Course: 
 
Executive Office Management 
 
Minnesota Transfer Curriculum Goal(s) partially met by this course if applicable:   
(Notes:  No more than two goals may be met by any one course.  Curriculum Committee review and the 
Chief Academic Officer’s approval are required.) 
0. x None  6.  The Humanities and Fine Arts 
1.  Communications  7.  Human Diversity 
2.  Critical Thinking  8.  Global Perspectives 
3.  Natural Sciences  9.  Ethical and Civic Responsibility 
4.  Mathematical/Logical Reasoning 10.  People and the Environment 
5.  History and the Social and Behavioral Sciences    
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Learning Outcomes: (including any relevant competencies listed in the Minnesota Transfer Curriculum)    
    
Upon completion of this course, the student will be able to: 
 


• Define customer service and the role of the customer service representative 
• Explain ethnic and cultural diversity 
• Explain customer behavior, customer loyalty and exceptional service 
• Demonstrate a customer‐oriented service attitude 
• Describe the activities involved in proactive problem solving 
• Discuss approaches to use when handling angry customers  
• Identify ways to win back angry customers 
• Identify techniques to better manage time 
• Discuss the importance of stress management 
• Explain the elements in the communication process 
• Explain the importance of active listening 
• Explain the importance of having a dress code in the workplace 
• Define the essential customer service skills needed when communicating over the phone 
• Explain the impact globalization has had on customer service 
• Identify different customer service technologies 


 
Student Assessment Methods: 
 
The student will be assessed through projects, tests, quizzes, and role playing 
 
 
Use of Instructional Technology: (includes software, interactive video and other instructional 
technologies): 
This course may require use of the Internet, the submission of electronically prepared documents and the 
use of the course management software program Microsoft Office 2010. Hardware may include projectors, 
interactive white boards, computers, printers, and other supporting technologies. 
 
 
Additional Special Information:  (special fees, directives on hazardous materials, etc.) 
 
 
 
Transfer Information:  (Please list colleges/majors that accept this course in transfer.) 
 
 
Course Outline Revision History: 
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