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HIAZREE (4178 Course Number 4178
IR |BRESE Instructor  |TENG,NAI YUNG
haldie  |REgEEs Course Name |[Senvice Industry Management
BIFRENL |REIEEEHER(CH)=A Department
BER  |[EE Required/Elective|Elective
258 |3 Credits 3
DR BRI ERE R The focus is upon developing
HEERE R ED KR 5 5 [H students skills to solve problems
FEEE (K ELVERIE RS B RS R Objectives  |encountered in service industries.
MR A KR TE N EBBRETT - There is a heavy use of case
analysis.
IRASSEITEREEEE > Hakseuer, .
#H#  |Render, Russell & Murdick/E2 » % -,';,f;‘:r‘l;"lg
B - fEEEE > RN -
EZEWET 30% Case studies 30%
BRETE SR [HhELE 30% Grading Midterm report 30%
HAiRERE 40% Final report 40%
BEMEE |
1. REHIER  IRBAERERE R AT 1. Definition of service; the role of
AT - services in
2. [RBHIAE ; IR SRIS BT an Economy.
o 2. The nature of services; Service
3. IR AAMEE T 5 RIS HRA strategy and
R R - market position.
4. EEEE . BERFIELRRE 3. The service delivery system;
M SRR E SR service system;
LU Senvice blueprinting.
5. %R EEHE  EEREWE  # 4. Managing queues; Queuing
BERNE |[EREWE - Syllabus systems and its

6. IR HLIEE R REH BT R
BHGHIZRES B

EH

essential features; Queue
configuration and

discipline.

5. Managing service quality; Defining
service

quality; Measuring service quality.

6. Managing supply and demand;
Strategies for

managing demand and supply; Yield
management.
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