《服务营销》课程教学大纲
（研究生2015秋）

一、课程名称：服务营销  Service Marketing
二、课程编码：
三、学时与学分：32/2
四、先修课程：营销管理
一、课程教学目标

1. 正确理解服务的概念、服务营销管理的任务，掌握服务营销的基本原理和方法，初步具备解决服务管理问题的能力； 

2. 了解服务营销领域的理论新成果和实践新方法；

3. 运用理论分析和解决服务管理中的实际问题。

二、适用学科专业：

企业管理类 硕士研究生

3、 基本教学内容与学时安排 (4*8=32)
Part1  Introduction to services: Myths about services

    §1.1  What are services, Why service marketing,

    §1.2  Difference in goods and service in marketing,

§1.3  Service marketing mix
Readings:  1) Are service marketing models really used in modern practice?

          2) Customer Reactions to Service Separation
Part2  Developing Service Concepts 
§2.1  Planning and Creating Service
    §2.2  Service Flower Model
§2.3  Developing New Service
§2.4  Service Blueprint

Part 3  Service Innovation

    Case Study: Starbucks

Readings:
 1) Modes of service innovation
2) Critical service logic-making sense of value creation and co-creation
3) Shaping, organizing and rethinking service innovation-Amulti-dimentionalframework

Part4  People in service delivery 

    §4.1  Customer’s role in Service
    §4.2  Strategies for enhancing customer participation
§4.3  Employee’s role in Service
§4.4  Strategies for delivering service quality through people
Case Study:   1) Disneyland in Europe 

2) Disneyland HK
Part5  Physical Evidence 

    §5.1  Elements of Physical Evidence
§5.2  Typology and Roles of the Servicescape 
§5.3  Consumer Responses to Service Environments
§5.4  Physical Evidence Strategy
Part6  Managing demand and capacity 

    §6.1  Understanding demand patterns 

    §6.2  Strategies for matching capacity and demand

§6.3  Waiting line strategies 

Part7  Managing service quality

    §7.1  what is service quality
§7.2  Service Gaps

§7.3  Service Failure Recovery 
Case Study: Ctrip’ crisis in customer complain (携程投诉风波)

Readings:  1)Service Management-An Evaluation and the future
Part 8  Visiting a Service Company (to be announced)
   Tasks:    1) Depict the company’s service blueprint

            2) How the company managing customer’s role and employee’s role

            3) What is your suggestions on service innovation
四、教材及参考书

教材：

1.Dwayne Gremler, Mary Jo Bitner and Valarie A. Zeithaml. Services Marketing (6th Edition)  McGraw-Hill/Irwin,2012

2.Christopher H Lovelock and Jochen Wirtz. Service Marketing，7th Edition,Prentice-Hall,2010
参考书：

1. Jochen Wirtz

HYPERLINK "http://www.amazon.com/Services-Marketing-Edition-Christopher-Lovelock/dp/0136107214/ref=sr_1_3?s=books&ie=UTF8&qid=1338151074&sr=1-3#", Services Marketing (7th Edition) 
Christopher H Lovelock

HYPERLINK "http://www.amazon.com/Services-Marketing-Edition-Christopher-Lovelock/dp/0136107214/ref=sr_1_3?s=books&ie=UTF8&qid=1338151074&sr=1-3#", 
Prentice Hall; 7 edition (January 29, 2010) 

2. John E.G. BatesonK. Douglas Hoffman

HYPERLINK "http://www.amazon.com/Services-Marketing-Concepts-Strategies-Cases/dp/1439039399/ref=sr_1_5?s=books&ie=UTF8&qid=1338151074&sr=1-5#", , Services Marketing: Concepts, Strategies, & Cases, South-Western College Pub; 4 edition (August 16, 2010) 
3. Christopher Lovelock, Hean Tat KehJochen Wirtz

HYPERLINK "http://www.amazon.com/Services-Marketing-Asia-Second-Edition/dp/0131275372/ref=sr_1_1?s=books&ie=UTF8&qid=1338151381&sr=1-1#", , Xiongwen Lu,Services Marketing in Asia, Second Edition,Prentice Hall; 2nd edition (December 15, 2004) 

五、考核方式

案例分析+课堂参与+期末报告
