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Introduction

This course mainly introduces the development, design and management of service systems. The contents include

introduction of service industry, service design, service systems planning, site selection, layout, service process design,

service automation, service process management, facility management, inventory control, queuing, performance

management.

Outline

1.The Role of Services in an Economy and the Nature of Service�

2.Service Strategy�

3.New Service Development�

4.Service Process Innovation�

5.Service Quality�

6.The Service Encounter�

7.Customer Satisfaction�

8.Customer Retention and Service recovery�

9.The Supporting Facility and Service Facility Location
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