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1 Introduction of Service Industry 80 20
2 The Nature of Service 80 20
3 Service Strategy 80 20
4 New Service Development 80 20
5 Virtual Value Chain Innovation 80 20
6 Service Process Innovation 80 20
7 Service Quality 80 20
8 Midterm Examination 0 0 100
9 The Service Encounter 80 20
10 Customer Satisfaction 80 20
11 Customer Retention and Service recovery 80 20
12 The Supporting Facility and Service Facility Location 80 20
(Southwest Airlined (1)
13 Forecasting demand 80 20
14 Managing capacity and demand 80 20
15 Service operations management 80 20
16 Service supply chain 80 20
17 term project 0 0 100
18 Final exam 0 0 100 O 0
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