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Introduction

In developed countries, service sector contributes higher than 50% of the gross domestic product (GDP). Even in

Taiwan, service sector contributes to GDP more than manufacturing industry does. However, the service quality of

service industries is not significantly improved. There still are several service gaps needed to be analyzed and be

filled up. In this class, service sector is first defined and the characteristics of service are introduced and compared

with those of physical products. Also, service design, marketing, delivering and management are introduced and

related principles, skills and methods are demonstrated as well. This class aims to provide service management

domain knowledge and training.

Outline

1. Introduction�

2. Differences between service and manufacturing industries�

3. Service system design and operations management�

4. Service design, service demands analysis�

5. Location selection�

6. Service Failure Management�

7. Service Operations Planning�

8. Service Quality Management
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