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Courtesy  
 

Grades 9-12 
 

Segment Summary: 
 
Chuck Bailey possesses the necessary ingredients to succeed in the service industry:  a strong work ethic, 
attention to detail and a commitment to courtesy. 
 
Waiting tables at a popular restaurant requires Chuck Bailey to juggle several important tasks.  He must greet his guests 
within two minutes of their seating, be able to differentiate between regular menu items and daily specials and log multiple 
requests for separate checks or drink orders.  And if that isn’t enough, he must perform all of these tasks while 
maintaining a courteous disposition.  It’s not an easy endeavor, especially when he encounters an irate customer.  But 
Chuck and his colleagues realize that in their business, courtesy is of the utmost importance.  Happy guests leave bigger 
tips and often become repeat customers, so many of the servers at Chuck’s restaurant adhere to the motto “kill ’em with 
kindness.”  Money, however, isn’t the only motivation for these servers.  They genuinely enjoy bringing a smile to their 
customers’ faces and making their dining experiences pleasant.  
 

Discussion Questions:   
 

1. How do Chuck and the other servers show their guests courtesy? 
2. Why is it important for the restaurant servers to be courteous? 
3. What kind of pressures do the servers encounter on the job?  How do these pressures affect their ability to be 

courteous?  
4. On a scale from one to 10, rate yourself on the level of courtesy you are able to show when you are stressed or 

feel pressured to get something done.  Are you less likely to be courteous when you are under pressure?  
Explain. 

5. Chuck describes the various jobs he performs in addition to waiting tables.  Is being responsible while doing your 
job a form of courtesy?  Why or why not? 

6. If you were a server like Chuck, how would you react to a disrespectful or belligerent guest?  What types of 
coping skills could you use to diffuse the situation? 

7. What does the phrase “kill ’em with kindness” mean?  Give examples to support your answer.   
8. What are some ways people show courtesy in school and in the workplace?  Why is courtesy important among 

people who learn and/or work together? 
9. Describe a time in your life that required you to forgo your own feelings in order to show courtesy to someone 

else.  How did this make you feel? 
10. How do you normally react when others behave discourteously toward you?  How do others normally react when 

you are not courteous to them?  Do these reactions generally worsen the situation or improve it?  Explain. 
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 Vocabulary Words and Definitions: 
 
Ardent (adj.)  
Definition:  characteristic of strong, positive feelings about an activity and the determination to succeed at it   
Context:  Mr. Gladstone is an ardent advocate of courtesy, requiring all of his students to stand each time an adult enters 
the classroom.         
 
Brusque (adj.)  
Definition:  using very few words in a way that seems rude but is not intended to be   
Context:  Francis may have sounded brusque on the telephone because she was in a hurry to leave the house when the 
phone rang.    
 
Chivalrous (adj.)  
Definition:  behaving in a polite, kind, generous and honorable way, especially toward women 
Context:  Harry’s chivalrous behavior, which included opening the door, impressed his date. 
 
Courtesy (n.)  
Definition:  polite behavior that shows that a person has respect for other people 
Context:  Her students’ display of courtesy during the guest speaker’s presentation impressed Mrs. Finch. 
 
Customer service (n.)  
Definition:  the help that people who work in a store, restaurant, etc., give to those who buy goods or services   
Context:  The store’s new manager told her employees that they needed to improve their customer service by being more 
polite and respectful toward shoppers.  
 
Discourteous (adj.)  
Definition:  not being polite or showing respect for other people   
Context:  The students’ discourteous behavior, which included vandalizing the lunchroom, earned them a three-day 
suspension.    
 
Dissent (n.)  
Definition:  disagreement with an official rule or law or with an opinion that most people accept      
Context:  Enrique’s statement of dissent regarding the school dress code included his reasons why students should be 
allowed to express themselves freely through fashion.       
 
Imperative (adj.)  
Definition:  extremely important, necessary, urgent, etc.     
Context:  It is imperative that we all register to vote before the next election.   
 
Sexual harassment (n.)  
Definition:  sexual remarks, looks or methods of touching directed toward someone who does not want them  
Context:  When Marcus made a sexual gesture toward Angelina, she accused him of sexual harassment. 
 
Sportsmanship (n.)  
Definition:  behavior that is fair, honest and polite in a game or sports competition 
Context:  As a result of the poor sportsmanship, the referee stopped the match and asked the spectators to be more 
courteous toward the players. 
 
 
 
Source:  Longman Advanced American Dictionary.  Harlow:  Pearson Education Limited.  2000.  
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Activity: At Your Service 

Objectives:    

Students will be able to  
 Discuss the importance of courtesy in the retail and service industries 
 Develop criteria to assess the level of courtesy demonstrated by customers and service providers 
 Record the behaviors observed in retail and service establishments 
 Design a graphic representation of their observations 

 
Materials:     

 Pens, pencils 
 Paper 

 
Procedure:     
 

1. Begin a class discussion about courtesy in the retail and service industries.  Use the following questions as a 
guide: 
 

 Overall, would say your experiences with salespeople and other service providers have been positive or negative? 
 Does the amount of courtesy a salesperson or service provider shows you have any bearing on the quality of your 

experience?  Explain. 
 What does the phrase “customer service” mean to you?   
 Is the customer always right?  Why or why not? 
 When a consumer is not treated courteously, should he or she be required to pay for the goods and services 

received?  Explain. 
 What is the relationship between customer service and your obligation to be courteous to the service provider?  Do 

you do yourself a disservice when you are brusque or otherwise discourteous to a salesperson or service provider?  
Explain. 

  
2. Allow your students to choose partners.  Assign each pair to observe service providers and customers in various 

locations.  Here are some suggestions: 
 

  Sit-down restaurant   Food court 
  Barber shop/hair salon   Retail store 
  Department of Motor Vehicles   Hospital emergency room 
  Doctor’s office   Bank 

 
3. Explain to students that they will observe how the following groups interact with each other in order to determine 

the level of courtesy they demonstrate: 
 

 Employees to customers 
 Customers to employees 
 Customers to other customers 
 Employees to other employees 

 
4. Ask each pair of students to develop criteria to evaluate what is and is not courteous behavior. Each pair will 

choose a location and observe the behavior of the customers and employees for 20 to 30 minutes.  Each student 
will record his or her personal observations in a notebook. 

 
5. After students complete and record their observations, they will use their information to create graphic 

representations of their experiences.   
 

Examples:  cause-and-effect flow charts, timelines, grids, Venn diagrams, etc.  

Students must complete the following tasks as part of their graphic representations: 
 

 Analyze the situation, and record it in writing. 
 Illustrate the causal relationship between courtesy and good customer service. 
 Identify points at which the situation could have been changed, and suggest what could have been said or done to 

change the outcome of the situation. 

 
6. Consider calling the original pairs to the front of the class to present their graphic representations.  Ask students 

in the audience to comment on the similarities and differences in the two accounts. 


