Course Format
College of Management, National Sun Yet-Sen University
	Chinese Course Title
	服務業行銷
	課號
	M4010015

	English Course Title
	Service Marketing 

	Class Format
	Elective
	Requirement
	none
	Department
	B.M.

	Instructor
	Min-Hsin Huang
	Credit
	3

	Course Objectives

	1. To provide an appreciation and understanding of the unique challenges inherent in marketing, managing, and delivering service excellence at a profit. Students will be introduced to and have the opportunity to work with tools and strategies that address these challenges.
2. To develop an understanding of the ‘state of the art’ service management thinking.
3. To promote a customer service-oriented mindset.

	Course Outline

	This course focuses on issues and strategies that apply specifically to the marketing of services. Most businesses in the global economy are in fact service businesses, and to be fully effective managers need to understand how marketing services differs from marketing tangible goods. Principles and practices of services marketing are also important in many industries in which bundling service together with tangible goods is an important way of differentiating products and achieving competitive advantage. 
   By the end of the course, students should be able to understand how the traditional marketing mix needs to be adapted and expanded for effective marketing of services.

	Teaching Format

	Lecture /Discussion/Research paper

	Office Hours:

	Wednesday15:00~17:00；Thursday15:00~17:00

	Grading Standard: 

	Case analysis (40%)；Case presentation (30%)；Class participation (30%)

	Reference/Text

	Christopher Lovelock and Jochen Wirtz (2007), Services Marketing: People, Technology, Strategy, 6th ed., Upper Saddle River, New Jersey: Prentice Hall

	Course content/ Progress / Documents

	Week

Date

Content

1

2009/02/16~2009/02/22

Introduction

2

2009/02/23~2009/03/01

New Perspectives on Marketing in the Service Economy

3

2009/03/02~2009/03/08

Customer Behavior in Service Encounters

4

2009/03/09~2009/03/15

Developing Service Concepts: Core and Supplementary Elements

5

2009/03/16~2009/03/22

Distributing Services Through Physical and Electronic Channels

6

2009/03/23~2009/03/29

Exploring Business Models: Pricing and Revenue Management

7

2009/03/30~2009/04/05

Educating Customers and Promoting the Value Proposition

8

2009/04/06~2009/04/12

Positioning Services in Competitive Markets

9

2009/04/13~2009/04/19

Designing and Managing Service Processes

10

2009/04/20~2009/04/26

Guest Speaker

11

2009/04/27~2009/05/03

Balancing Demand and Productive Capacity

12

2009/05/04~2009/05/10

Crafting the Service Environment

13

2009/05/11~2009/05/17

Managing People for Service Advantage

14

2009/05/18~2009/05/24

Managing Relationships and Building Loyalty

15

2009/05/25~2009/05/31

Achieving Service Recovery and Obtaining Customer Feedback

16

2009/06/01~2009/06/07

Improving Service Quality and Productivity

17

2009/06/08~2009/06/14

Organizing for Change Management and Service Leadership

18

2009/06/15~2009/06/21

Course review




