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RARENFBRHE RS IR Z EHiR Systematically introduce the thories
R AR R o W DAME RS and issues of service operation.

FEEE |HEEEMERIEE A AR Objectives  |Emphasis on case analysis and
W BEST - exercises by applying obtained

knowledge.
Fitzsimmons, J. A. & Fitzsimmons, M. Fitzsimmons, J. A. & Fitzsimmons, M.
J. (2001). Service Management for J. (2001). Service Management for
Competitive Adavantage, Competitive Adavantage,
Bt International Edition. McGraw- Hill Inc. Teaching International Edition. McGraw- Hill Inc.
publishing. (EEREF{CH) Materials Journal papers
BEEGE - BT - IRBEERMEET
BEREH ( ZhR)  ERER -
HAFIERZL
PESEELE RS 40% Homework & case studies 40%
s 20% . Midterm 20%
REE R HAFRZE 20% Ctelli] Final exam 20%

L RANEENS Group term project 20%

BEEE |
1. B U2RER 1. Introduction
2. FRAs A Bl 2. Senvice nature & characteristics
3. fkwsaRET 3. Senvice design
4. B EEE 4. Service quality management

BEAR b HRgEHE Syllabus 5. Waiting line management
6. IR tHE B R EH 6. Supply and demand management
7. B LIERET 7. Job design
8. Ik B EifhEE &AL 8. Electronic Services
9. IR[HIE IR RIHT 9. Service innovation
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