Chaminade University
MBA Program

MBA 730:  Services Marketing

Course Schedule
Quarter:  				Winter 2020	
Course location/ time:		Kieffer 9  - 5:45-9:45pm
 
Instructor Contact Information
Course Instructor:			Wera Panow-Loui			
Phone:					(808) 282-1100
E-Mail:	Utilize the “Inbox” via the Canvas dashboard 
Administrative Assistant Phone:	(808) 440-4280
Office Location / Hours: 	Kieffer 25, by appointment


Course Description
This course provides an in-depth look at the service industry and service organizations and its unique approach to marketing strategy that is distinctive relative to goods producing organizations. Much of the world economy is dominated by services. Furthermore, much of the future job growth in the U.S. is projected to be in the service sector of the economy

This course focuses on the unique challenges of managing and delivering quality services to customers. The content does not contradict or reverse any of the marketing practices typically carried out in a goods producing organization. Rather, we will cover material that illustrates how traditional marketing practices need to be adjusted and tailored to address the unique characteristics of a service-producing organization, 





Course Learning Outcomes 
By the end of the term you will:
· Be able to list and explain the unique aspects of services
· Be competent in understanding the additional complexity of marketing in the independent sector of the economy
· Be able to explain how the basic marketing mix and marketing strategy variables are adjusted in service organizations
· Demonstrate an understanding of the meaning of internal marketing and its importance in any service organization
· Demonstrate the ability to assess and analyze services marketing situations and then make recommendations for improvement of marketing strategy, applying the concepts you have learned
· Be competent in understanding and using services marketing jargon
Course Materials
Required course text for this course: 
· Management Lessons from Mayo Clinic, Leonard Berry and Kent Seltman, McGraw Hill, 2008
· The Apple Experience, Carmine Gallo, McGraw-Hill, 2012
· Handouts / articles provided by instructor

Instructional Methods and Email Communication 
Email communication will be conducted via the Canvas Inbox. Please include your course name and topic in the subject area. Canvas will be utilized to supplement in-class instruction and communication.  Course materials, assignments, announcements will be posted on the course website. It is important to follow the modules in Canvas and to read the necessary chapters and other supplemental work. You are responsible for checking the Canvas website regularly.

Active Learning, Participation, and Assignments 
Real understanding is a case of active learning on the part of the learner. Active learning occurs through engagement in problem posing as well as problem solving, and student empowerment to think and learn for themselves. 
In this course, you will be asked to switch from a traditional, “passive” listening role to active involvement in the learning process allowing you the opportunity to participate in the creation of knowledge.
Hence….
To be successful in this course, your attendance and participation is required. 
The course will integrate collaborative learning through in-class discussions, Q&A, group activities and sharing of opinions on topics covered in class.  

Assignments

1. Readings: Mind Maps
Each of you should read the assigned materials prior to coming to class. Then, in class, we will discuss the readings using the analytical tool, mind mapping. As you do the assigned reading you should be thinking about the “big picture” in terms of what the article/chapter(s) is/are communicating, creating a rough mind map of the material. In class you will work in small groups sharing your individual mind maps of the assigned reading with each other.   
One group will be chosen randomly to communicate your combined understanding to the entire class (essentially presenting your best mind map of the material). Since we are not using a traditional textbook in this class, such an exercise will promote ferreting out the big ideas/processes central to effective services marketing that you will want to remember. While this work will not be formally graded, a competent job here will be a prerequisite for effective performance on the graded assignments/exam in the class.

2. Industry/Company Application Study:
Purpose:  see for yourself how the services marketing concepts you are learning about apply in an actual service producing industry/organization. 
Requirements: 
· You will work in a team of 2 
· Select an industry or organization to study early on in the term so that as we discuss important marketing concepts you can be ready to assess them in practice in that organization. NOTE: you may want to be mindful of the industry / organization you choose ensuring there is enough data you can gather through research. Smaller organizations may not be developed enough to provide you with enough information to assess their facility in regards to the service marketing concepts. 
· You will present your report towards the end of the term in PPT format. The report should include: 
a) an overview of the nature of the service, the organization or industry
b) an analysis of how well (or not) marketing practices are implemented, applying, appropriately the concepts we are studying.
Your presentations will be evaluated on the basis of 1) your ability to extract from the details the concepts that are critical to effective services marketing, 2) your ability to understand those concepts in terms of the special characteristics of service organizations, and 3) the creativity with which you communicate—how well you engage the class and further our understanding of services marketing

3. Service Journal:
Purpose: understand and evaluate service encounters from your perspective as a customer.
We all have a number of such encounters each week with a variety of service organizations (whenever you buy something and you have nothing physical to show for it). This assignment asks you to be more aware of what is happening in these encounters, capturing the detail on paper in a “journal” type format (one will be provided to you which you can modify as needed). You should be very detailed oriented in your observation of the service organization(s). You may want to compare two service providers in the same industry to gain insight. Or you may want to choose a particular service provider and notice what happens during different encounters. This detail will serve as data for you to analyze in terms of what you are learning about effective services marketing. 
Requirements: 
· Record 2 service encounters and draw 3 conclusions/insights each that best represent what you learned from your study. You should be very detailed oriented in your observation of the service organization(s). You may want to compare two service providers in the same industry to gain insight. Or you may want to choose a particular service provider and notice what happens during different encounters. This detail will serve as data for you to analyze in terms of what you are learning about effective services marketing. 
· Present to class (see Canvas for due dates) in PPT format the nature of your service encounters and, most importantly, your evaluation of the encounter(s). 
· Submit a report to me via Canvas, including summarizing the data from your journal and draw 3 conclusions / insights that best represent what your learned from your study. Format: 1.5 pages, Time New Roman, double -spaced
Your presentations will be evaluated on the basis of 1) your ability to extract from the details the concepts that are critical to effective services marketing, 2) your ability to understand those concepts in terms of the special characteristics of service organizations, and 3) the creativity with which you communicate—how well you engage the class and further our understanding of services marketing.
4. Final Exam: Case Analysis

Course Schedule and Topics
	WEEKS

	TOPICS 
	ASSIGNMENTS 

	1

1/14
	· Introductions
· Marketing overview 
· Services overview
· Mind Map


	In Class: service experience
Readings: “Breaking free from Product Marketing” 
The Gaps Model 

	2

1/21
	· The Gaps Model presentations
· Mind Map from readings
· Service Journal
· Customer relationships 
	Choose company / industry for application study 
Add assignments in Canvas

	3
1/28
	· Customer Relationships continued 
· Service Recovery
· Present on nature of chosen Service Business/ Industry
	The Apple Experience (Ch. 1-7)

	4
2/4


	· 5th P – People in Service Delivery
	The Apple Experience (Ch 8, 13, 14)

	5
2/11
	· What we can learn from Apple 
	Management Lessons from the Mayo Clinic

	6
2/18
	· What we can learn from Health Care
	Management Lessons from the Mayo Clinic

	7
2/25
	· What we can learn from Health Care (continued) 
	

	8
3/3
	Company / Industry Application Study presentation 
	


	9
3/10
	 Highlights from Service Journal presentation 
	

	10
3/ 17 
	Final Exam
	




Time Commitment 
To be successful in this course, you must allocate sufficient time to access course materials and complete all assignments. During this course you should plan on scheduling 12 to 15 hours per week to successfully participate and achieve the course objectives.  

Assessment and Grading
Industry/ Company Application Study 		2 x -20pts (40pts)
Service Journal Report				20pts
Final Exam						40pts

All written work will be graded on the basis of: 1) the depth/robustness of the effort put forth, 2) your competency in applying, appropriately, concepts/models/jargon, and 3) the logic, clarity and creativity with which you express your ideas. 
For group projects, there will be one grade given for the project. If there is evidence that this approach is not fair, the instructor reserves the right to adjust individual grades.



Academic Honesty
Students are responsible for promoting academic honesty at Chaminade by not participating in any act of dishonesty and by reporting any incidence of dishonesty to an instructor or to a University official.  Academic dishonesty may include theft of records or examinations, alteration of grades, and plagiarism.  Questions of academic dishonesty in a particular class are first reviewed by the instructor, whomust make a report with recommendation to the Business School Dean.  Consequences for academic dishonesty may range from an “F” grade for the work in question to an “F” grade for the course to suspension or dismissal from the University. A student must always submit work that represents his or her original words or ideas. If any words or ideas are used that do not represent the student's original words or ideas, the student must cite all relevant sources.
Academic dishonesty in a learning environment could involve: 
· Having a tutor or friend complete a portion of your assignments 
· Having a reviewer make extensive revisions to an assignment 
· Copying work submitted by another student to a public class meeting 
· Using information from online information services without proper citation
· 




Students with Disabilities
Chaminade University provides reasonable accommodations for individuals with a disability in compliance with the Americans with Disabilities Act (ADA) of 1990.  If you would like to know if you qualify for ADA accommodations, please contact our Counseling Center at 808-735-4845.  Current appropriate documentation will be required for determination of accommodation eligibility.  

Characteristics of a Marianist Education
The following are characteristics of the approach to education engaged at Marianist schools, including Chaminade University:
  Educate for formation in faith
  Provide an integral quality education
  Educate in family spirit
  Educate for service, justice and peace
  Educate for adaptation and change


Resources
Library
As a Chaminade student, you have access to Chaminade’s library and its resources: www.chaminade.edu/library

[bookmark: _GoBack]For your research projects, you may consult the popular business literature such as: The Wall Street Journal, Business Week, Fortune, Forbes, The New York Times, Bloomberg etc…

Technical Support - Canvas
Should you experience a  technical issue with Canvas, Logon to Canvas at https://chaminade.instructure.com, click "Help", then "Report a Problem" while in Canvas. You should receive a response subsequent to reporting the problem in writing.  Canvas support staff can be reached via phone at The Canvas Support Hot Line 1.877.251.6615. Subsequent to your dialogue with the Canvas support staff if you need my assistance, please do not hesitate to let me know.

Instructor Background Information
Wera Panow-Loui has over 20 years of marketing management and product development experience in the corporate, non-profit, and small business sector. She has held marketing leadership positions at top Hawaii companies, including Aston Hotels and Resorts, Sprint, and Aloha Petroleum, where she was responsible for developing marketing strategies, strategic partnerships, and implemented new product launches, branding, PR and advertising campaigns, promotions and website development projects. 

Wera is principal of her business and marketing consulting firm and is passionate about helping organizations, big or small, achieve their goals. She finds it highly rewarding when she can utilize her marketing expertise to make a difference inside and outside the classroom. 

Originally from Germany, Wera lives with her family in Honolulu, Hawaii. She travels back to her roots regularly every year. 

Syllabus Modification 
The syllabus is only a plan.  The instructor may modify the plan during the course.  The requirements of the course may be altered from those appearing in the syllabus.  Further, the plan contains criteria by which the student’s progress and performance in the course will be measured.  These criteria may also be changed.
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