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Both the PZB model and 7P framework will be used as the main framework
to think logically and learn rationally in this course. Besides the traditional
marketig theories, this course will introduce some advanced service
marketing concepts. To enhance the independent reading and research
abilities, besides the lecture of related theories, this course will also increase
the articles reading, commenting, and discussion,
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1 &?ﬁ%ﬂﬁ%%%%“%éﬁ% MBI ¥ | Understand the chracteristics 2 AEF
N and related theories of
services management;
2 | AR SRR AR TS AT SE A9 LA Understand and use the skills 3 ABDEF
of services marketing;
3| BEARIRFEAITHINERIER Understand the practical C3 ABCDEF
application of services
marketing;
4 |3 EBEIAF AR EFMAE S, | Cultivate the abilities of c5 | BF
reading and commenting of
international articles,
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106/09/18~
1\ 06/00/94 Course Introduction
106/09/25~ ]
2| 106/10/01 Introduction to Services (Chap 001)/(% X chl)
106/10/02~
31 16/10/08 | Vacation: Mid—Autumn Festival
106/10/09~ _ .
4 106/10/15 The Gaps Model of Service Quality (Chapter 2)/(%F
L ch2)
106/10/16~ ] .
5 106/10/92 Customer Expectations of Services (Chapter 3)/(%
Xch4)
106/10/23~ ] _
6 106/10/95 Customer Perceptions of Services (Chapter 4)/(%F
L chb)
106/10/30~| _ . )
7 Listening to Customers through Research (Chapter

106711705 5)/(“"5[Ch6)

106/11/06~

8 Building Customer Relationships (Chapter 6)/(%

106/11/12 | =
SLch7)

106/11/13~ ]

1 106/11/19 Service Recovery (Chapter 7)/(% Xch8)
106/11/20~| _ . L

10 106/11/96 Mid-term Examination: Paper A & Paper B
106/11/27~ . . . \

L1 v6/19/08 Service Innovation and Design (Chapter 8)/(*¥ Xch9)
106/12/04~

12 106/12/10 Physical Evidence and the Servicescape (Chapter

10)/(# Xchll)




106/12/11~
31 06/19/17 Ecrlrjlployees' Roles in Service Delivery (Chapter 11)/
(F Lchl2)
106/12/18~
141 06/12/24 C;stomers' Roles in Service Delivery (Chapter 12)/
(# Lchl3)
106/12/25~
15 106/12/31 Integrated Services Marketing Communications
(Chapter 14)/(*F Xch16)
107/01/01 ~ ]
16 Pricing of Services (Chapter 15)/(*¥ {chl7)
107/01/07
107/01/08~
17 107/01/14 The Financial and Economic Impact of Services
(Chapter 16)/(F Xch18)
107/01/15~| __. o
18 L07/0L/21 Final Examination: Paper C & Paper D
N FRELDAREE G RAIEAEE, AEHITAL
% P
AR EE
KEKHG % RS
Services Marketing: Integrating Customer Focus Across the Firm, 6th ed. by
%ot A Zeithaml, Bitner and Gremier, McGraw—Hill,

Realted Journals and text books.
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