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1.7 % %% p £ (Chinese Teaching objectives)
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2. % ~ %% p & (English Teaching objectives)

The operation management and characteristics of service industries are different from manufacutring
industries. And it is a important issue to know how to manage service operation. Through teaching principles,
case study, and visiting service firms, this class will introduce how to manage services. We hope the students
could understand and operate services in practice.

3. ¢ <~ ¥ & % & (Chinese CourseDescription )
PRAREE PRI E L/ A FHEE R L ERG S P

4, % > %% % & (English CourseDescription )

Service characteristics Service management/Experience marketing Emotional labor Professional Service Firm

Posiac 4 L Posic 4 | ot
1 A#EEA 40%
2 A#HAAFTRERZR 20%
3 A4 FmEENS 20%
4 Ram i 10%
R o ST 10%

6. &~ 7w i 4

Prwa 4 LR Froa 4 | A
1 Basic management skill 40%
2 Primary HRM professionalism 20%
3 Professionalism in talent management 20%
4 Professionalism in employee relationship 10%
5 Coaching competence 10%

I ¢#=22 ¢ Rz g ®=2 3 L service marketing and management
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Week or Chinese Course ContentEnglish Course Content Note
Classes
[tems
1 SRR EH | NTRODCUTI ON
A Htz service
2 ARSI characteristics 1
S Htz service
3 B2 characteristics 2
4 AR R = servi ce encounter
T service supply and
5 e e denand nanagenent
6 A% e service quality
7 AR 7% 3 Sl service stratey
8 AR 2E (22 o case study 1
9 TR E fil mwat chi ng
10 HA =2 visiting in practice
11 25 vistiing in practice
12 B A T ]P-r|0f essional service 1
ilm
13 B 75 A T ]E)_rlef essi onal service 2
- ilm
14 PR S (I 2 o case study 2
15 AT TE R E R L enotional | abor 1
16 R E NI TE R E R 2 enotional | abor 2
17 PR S I 2 o case study 3
18 FAARE 18- (B final exam
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10, » * 2 %7 (Chinese Evaluation method )
M 20% HEEB o BRHHE T L 50% P X F25%

11. 2~ = %% (English Evaluation method )
Attend 25% Performance in class 50% Final exam 25%

12. ¢ < 2% & £ (Chinese Classroom requirements )

13. # ~ &+ & £ (English Classroom requirements )

Preview before class.
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