SYLLABUS

Wright State University

MKT 356 – Services Marketing

T, Th. 12:20-2:00, 166Rike
Spring, 2009
   I.
BASIC INFORMATION
Professor: Dr. Inder P. Khera, 208E Rike

Telephone: Office: 775-2127, Home: 937-773-5580, Marketing Department: 775-3047 

Email: inder.khera@wright.edu, web site: www.wright.edu/~inder.khera 

Office Hours: T,Th : 2:30–3:30PM, Th. - 4:00-5:00PM, and by appointment
Please note: Any e-mails that I send to you will be at your WSU e-mail address, so please get in the habit of checking your Wright State e-mails If, however, you send me an e-mail from another address, I would answer by simply clicking the “reply” button. If you need to know if your e-mail has reached me, please send it “Return Receipt Requested. .Please keep enough space in your WSU e-mail account so you do not miss out on anything I send you because of “over quota.”
Text:  Zeithaml, Bitner & Gremler, Services Marketing, 5e, McGraw-Hill Irwin, 2009
Subscription(s): Subscription to The Wall Street Journal or Business Week is required.
II.
DESCRIPTION:  Explores the fundamental product, price, promotion, and distribution plus people, process and physical environment (The 7 Ps of services marketing) that require special attention in the marketing of services and their related concurrent and emerging theories and strategies for effective implementation

Course Objectives: Students will understand:

1. how to identify the unique challenges inherent in marketing and managing services and developing/delivering quality service

2. how to identify strategies, tools and approaches for addressing the unique challenges of service management

3. how to develop essential service quality knowledge and skills and be prepared to apply them in an actual business context 

4. the inter-functional coordination necessary to deliver service quality

III.       PREREQUISITES:  Prerequisite for this class is MKT250 or equivalent with a C or better (or equivalent). It is your responsibility to verify that you have successfully completed the prerequisite classes prior to taking this class.  If you register for this class without having met this prerequisite, you may be removed from the class at any time.

IV.
MODE OF INSTRUCTION
Class Sessions: The class format will be lecture/discussion type.  Lectures may not follow the book chapter-by-chapter or topic-by-topic. Not all material in the book will be covered in class and other material covered in class may not be in the book. Overheads (PowerPoint slides) will be used extensively. Feel free to ask questions whenever something is not clear, share your experiences with the class, and contribute to the class in any other appropriate way. I will try to put selected (not all) slides on the course web site or e-mail them to you. These slides will be available 3-4 days before an exam.
Please remember that a class in a professional school is like an official meeting. Your behavior in class should therefore be akin to being in a professional meeting. This means that you do not go in and out of class, talk to your neighbors, use cell phones, exchange notes, or otherwise engage in behavior that might distract the professor or your fellow students. 

V. WHAT THE STUDENTS ARE EXPECTED TO DO
Attend all class sessions: Attendance is required and absences will be treated as: no penalty for 2 unexcused absences (10% of the class sessions); after 2 absences, students will not have their score automatically moved up 1 percentage point if their overall final average percentage score ends in a 9. Attendance means that you arrive on time and stay for the entire class period. You must sign the attendance sheet by the end of a class. No changes to attendance records will be made after the end of the class session. 
Take the scheduled examinations: There will be two exams during the term. Exam #1  will covered approximately the first half of the course material (chapters, class notes, and assignments if any). Exam #2 will cover the second half.  Exams will be multiple-choice type and each will contain 60-80 questions. About 1 minute will be allowed to answer each question. Even though class lectures will be general, exam questions (because of the nature of multiple choice questions) will be specific. EXAMINATIONS WILL COVER ALL ASSIGNED MATERIAL, EVEN IF SOME CHAPTERS OR TOPICS ARE NOT SPECIFICALLY COVERED IN CLASS.

Make-up any missed exams:  If, for some reason, you cannot take an exam at the regularly scheduled time, you must notify me PERSONALLY before the exam time.  Failure to do so may result in penalty points or you not being allowed to make up the exam. The make-up exam may be the same format as the regular exam or any other format (short essay, long essay, true/false, oral etc.) at the professor’s discretion
Guidelines for Course Assignments and Projects

1. All work must be original and performed by the student. Cutting and pasting directly from Web pages without proper citation is considered to be plagiarism.

2. In addition to timely completion of the requirements for each assignment, written work will also be graded on the basis of appearance/organization, writing style (clarity, spellings, grammar etc.), comprehensiveness, and justification of ideas. Team projects that are completed in sections and merged together should be thoroughly checked for completeness and consistency. 
3. Please remember, a team is not just a group of people working on a project. It performs coordinated, collaborative work to complete the project as a joint effort and not just a disjointed collection of different peoples’ work. In group projects, your grade also depends on the work of the other members of your group. Therefore, you are responsible for your teammates’ work as if it is your own. You should review the quality of each member’s work before turning in a completed assignment.

4. You will have the opportunity to grade fellow group members on their contributions to all group assignments via a Peer Evaluation process... While a team grade will be given to group assignments, individual scores will be adjusted based on such peer evaluations. Individuals whose peer evaluations average 90 percent or higher will receive the group’s team score. However, if a group member’s average is less than 90 percent, he or she will receive a score consistent with his/her percentage contribution to the group’s effort. Please ensure your commitment and contribution to all group assignments.

5. Late assignments will carry 5 points per calendar day penalty. 
6. Physical requirements of all assignments, i.e., failure to conform to stated requirements will result in various penalties:
- All work must be computer produced using a Power Point, Word, Word Perfect or similar software as directed. Check your word processing software to ensure that it produces a document that adheres to these guidelines.

- Submit either an electronic version or a hard copy of all your reports, not both (10-point penalty for submitting both). Do not use any dark fill-colors in your PowerPoint slides; OK to use colored fonts. E-mail your submissions to: inder.khera@wright.edu.

- Divide your work into sections that correspond to the questions or steps of the assignment. You must use headings and subheadings to organize your work.

- If external sources are used, you must cite them in the text and include a “References” section at the end of the assignment. External sources include personal interviews and the address of any web site used in your assignment.

- Do not use report covers of any kind. Instead, use the first slide as the cover page to indicate project title, Course name and number, date of submission and full names of all team members. Staple the pages or secure them with a paper clip. Please spell all names correctly.
If your printer allows it, then it might be a good idea to print your report on both sides of the paper.

Just because you write and submit a report does not mean that you will get full credit for the assignment. Your score will depends on several factors including the types of establishments you choose, appropriateness of your observations, the quality of your letters/suggestions, your assessment of the firms’ responses, the quality of your writing, etc. 
ASSIGNMENT 1 (Individual): Service Encounter Journal and Paper

The purpose of this assignment is for you to understand and evaluate service encounters from your perspective as a customer. We all have many such encounters each week, including (but not limited to) restaurants, banks, airlines, dry cleaners, doctors, dentists, libraries, travel agencies, phone companies, auto mechanics, copy centers and others. You are to keep a "journal" of your service encounter experiences. 

Journal Entries: Complete five (5) journal entry forms (a blank copy is presented at the end of this syllabus). Each entry will correspond to one service encounter. Your entry form must be written in neat (not sloppy) handwriting. Be sure to completely answer the questions on the journal entry form. You may write on the back of the form or attach an additional page if you need more room. 

Try to record an assortment of encounters from a variety of service industries (i.e., don't do all restaurants). Include some that you found satisfying and some that were dissatisfying. The best way to complete your journal is to fill out a form immediately following a particular visit. Begin writing up the encounters right away, we may discuss some of your encounters in class.

Service Encounter Paper: The purpose of this paper is to assess the service providers’ commitment to customers and their propensity to improve their service regardless of the level observed/experienced by you.  To this end, you are to write two letters to an appropriate manager of two providers. Write one letter (not e-mail) to the manager of the provider where you had the best service experience. Give details of your visit (date, time, service needed, etc.) and explain why you thought the service experience was good. Make the letters appear professional, i.e., include the date, the firm’s full address, proper salutation (not “to whom it may concern”), and your own name and address including your e-mail and phone contacts. If you like, you may also make suggestions that, in your opinion, would enhance their service even further. Write the other letter to a manager of the establishment where you had the poorest service experience. Again, explain the circumstances of your visit and the reasons for your poor experience, and make suggestions for improvements. 
Your letters should be businesslike (not threatening, angry, insulting, or abusive) and should be well composed, professionally produced and have no spellings or grammatical errors. If you do not get a response in appropriate time (say, two weeks), contact the manager by phone and discuss your letter and the experience. 
Prepare a 2-3 page (double-spaced) report describing your best and worst service experiences using Word, Word Perfect or other compatible word processing program. Write only about your best and the worst experiences and do not exceed the three-page limit. Attach copies (or description) of all communication with the managers 
The paper will be evaluated on the depth and substance of your descriptions of your service experiences, quality f your letters, other attempts (if necessary) to contact the managers, your suggestions for service improvement, your professionalism, quality of writing and presentation, etc.  The paper is due on or before Thursday, May 28, 2009. Please submit a hard copy or via e-mail but not both (10 point penalty for submitting both).
ASSIGNMENT 2 (I would prefer that you do this with one other person but you may do it alone if you so desire): Service Design Project

Select an existing service business and describe its current service process. Study the establishment carefully (it might be a good idea to actually visit the establishment as a customer). Talk to one or more of the establishment’s owners, managers, employees, customers, and competitors etc. to get a good idea of the details of the firm’s service process as well as its strengths and weaknesses. Point out the firm’s weaknesses (remember the 7Ps) that, in your opinion, are keeping it from realizing its full service potential. Present a revised version that incorporates your proposed improvements in one or more of the 7Ps. Include in your report the blueprints for the current and the revised processes.  
Your service design should include the following:

• A thorough description of the selected service and how it works.

• Indicate the weak points or shortcomings of the current service operation 

• Design a revised marketing strategy and service process using the 7 Ps of services – product, price, promotion, place, people, process, and physical evidence  (one short – no longer than a 3rd. of a page – paragraph each for the 7 Ps).

• You may not have all of the information that you would like for re-launching this business. Specify (list) additional information you would want to obtain if you had sufficient time available before starting the redesigned service.
• Attach a blueprint of the service operation as it currently exists and another for the improved version proposed by you. The blueprints must be drawn using PowerPoint or other comparable software. Print each blueprint as a full page (landscape layout).
• Your paper will be evaluated based on the quality of your justification for the service, the clarity and completeness of your blueprint, the feasibility of your marketing strategy, conciseness (providing sufficient details/description without being too wordy) and clarity of your business plan, and the quality of your writing. Remember, you must explicitly follow the directions for the paper and your report must include two blueprints. Penalty points will be assessed for not following these instructions 
• Your paper is limited to 4-5 pages. It is also due on or before Thursday, May 28, 2009 (hard copy or e-mail, not both).
HOW THE STUDENTS ARE GOING TO BE GRADED
Your final grade will be based on the following point distribution:

Midterm exam



60-80 points

Final Exam



60-80 points

Service encounter Journal/Paper

75 

Service Design Paper


75 points (adjusted for Peer Evaluations)

Quizzes


 0 - 20 points (0-4 quizzes @5 points each)

TOTAL



270-330 points

The highest (or near-highest) score in each exam will be converted to 100%.  All other scores will then become a percent of the highest (or near-highest) score in that exam.  The scores for the projects will not be curved. The final grade will be determined by a standard curve (90, 80, 70, 60, etc.) applied to the overall average percent score in all activities adjusted for absences

VII.
COVERAGE OF ETHICS, INTERNATIONAL MARKETING AND COMPUTER               
USAGE
Ethics and international dimensions of service marketing will be discussed wherever appropriate; Use of computers is required for typing the class assignments and the book reports.

VIII.
POSTING OF GRADES/RETURN OF TERM PAPERS
Please look for your grades on WINGS Express beginning Tuesday afternoon after the finals week. Any papers that I owe you will be placed in the clear plastic wall baskets outside my office. I will also leave any papers that I owe you at the end of the quarter in the same wall baskets. Please pick them up since unclaimed papers will be discarded about 2-3 weeks after the final exam.
IX.
TENTATIVE SCHEDULE
Week

Topic




Chapters
1 

Service Conceptualization

Ch.1

1 

Service Customer 


Ch.2

2 

Customer Behavior & Expectations 
Ch.3, 4
3

Customer Perceptions 


Ch.5
3 

Customer Research & Relationships
Ch.6, 7
4 

Service Recovery


Ch.8
4

Service Design + Standards

Ch.9
5

Consumer-defined Service Standards
Ch.10
5 

Physical Evidence


Ch.11
6 

Employee Roles 


Ch.12
7

Customer Roles



Ch.13

8

Middlemen & Electronic Channels
Ch.14 
9 

Managing Demand & Capacity

Ch.15
10 

Pricing




Ch.17
Final Exam: T, 6/9/09, 1:00PM
Please note: The professor reserves the right to change any part of this syllabus at his discretion. 
MKT356: Service Journal Entry Form

Your Name: _____________________________________________
Name of Firm/Type of Service (industry): __________________________________________________
Date of Encounter: _________________________
Time of Encounter: __________________________
How did the encounter take place (e.g., in person, by phone, via self-service technology)? _________
______________________________________________________________________________________
What specific circumstances led to this encounter? __________________________________________
______________________________________________________________________________________
______________________________________________________________________________________
Exactly what did the firm/employee say or do? ______________________________________________
______________________________________________________________________________________
______________________________________________________________________________________
How would you rate your level of satisfaction with this encounter? (Circle the most appropriate number).

1 
        2                    3                    4                     5                      6                      7

Extremely  







       Extremely

        Dissatisfied






                               Satisfied

What exactly made you feel this way? _____________________________________________________
______________________________________________________________________________________
What could the employee/firm have done to make you happier with the encounter? _______________
______________________________________________________________________________________
______________________________________________________________________________________
How likely is it that you will go back to this service firm?
1 
        2
              3
            4                        5                    6                   7

Extremely 







       Extremely

          Unlikely 







                 Likely
Notes___________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
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