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HRAE  |TREE Instructor  |HO,CHAANG IUAN
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BEHN |[EE Required/Elective|Elective
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TS BRI IR R 2 E L Systematically introduce the theories
g%ﬁ%&@*ﬁﬁﬁﬁéﬁ AR and issues of service operation and

= UHTHIRE S ELR > DUE SRR EE S innovation. Emphasis on case

REHR BB R 5= - SR 4 FE FIAHRH Shisches analyses and exercises by applying
HFk < HEST - the obtained knowledge into the

realproblems.
B wE, BIF IR TE-F e Fitzsimmons, J. A. & Fitzsimmons, M.
E AEER - Teaching J. (2001). Service Management for
Bbt BEEIE ~ WETRE - IR RMRGT Materials Competitive Adavantage,
BESAET ( TRR)  BRER - International Edition. McGraw- Hill Inc.
HATIRRSC Journal papers
PESEEE IR 60% Homework & case studies 60%
BAETFE X (s 20% Grading Term project 20%

HAiREE 20% Final project 20%
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1. I itam . Introduction
2. R A B BRI . Service nature & characteristics
3. BTk E T) . New service & compettion
4. [RBs A EEE . Senvice quality management

HEALX |5 REEEEETL Syllabus . Electronic service

6. FARF R R

7. EE{EE

8. BB AlHT

9. IRMHIZEZEAIFT B AR B 3T

. Service development
. Customer values

. Electronic Innovation
. Service design
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