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In practice, both the enhancement of service sector and the prosperity of
country economy are positively related; and in academy, sercice management
is an important discipline. Particularly, the service management related
articles can be found out in lots of management journals, This course will
explore the related issues of service quality from TQM perspective; that is,
both the PZB model and 7P model will be used as the frameworks in this
course, Read, analyze and discuss some critical article will also be asked
besides the lecture in the class.
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Services Marketing: Integrating Customer Focus Across the Firm, 5th ed. by
Kotk Zeithaml, Bitner and Gremier., McGraw—Hill.
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