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Introduction

1.To develop an understanding of the "state of the art™ of service management thinking.]
2.Understand new service development from both a product and process perspective.[]

1.The nature of services and service consumption [

2.The service and relationship imperativel[]

3.Managing customer relationshipsC]

4.Service and relationship qualityd

5.Quality management in servicell

6.Return on service and relationships(]

7.Managing the augmented service offering]

8.Service management principles [J

9.Mid-term exam[]

10.Managing marketing or market-oriented management [
11.Managing integrated marketing communication [
12.Managing brand relationships and image(]
13.Customer focused organization [

14.A prerequisite for successful customer management(]
15.Managing service culturel]

16.Transforming a manufacture firm into a service businesst]
17.Conclusion [J

18. Final — term report
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