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	1. Title of subject


	Service Business Management

	2. Subject code


	BBM2044

	3. Status of subject


	Major

	4. Stage


	Degree

	5. Version


	Date of Previous Version : May 2000

Date of Current Version : Oct 2005



	6. Credit hour

LAN Credit Hour Equivalent


	3

	
	3

	7. Pre-Requisite


	BFB1014 Fundamentals of Business

	8. Teaching Staff 
	tbd

	9. Semester


	Year 2, Trimester 3

	10. Objective of Subject


	The objective of this course is to provide students with concepts of service business management and analyze the service systems which could create customer value.



	11. Learning Outcome of Subject


	Upon completion of this course, students should be able to:

· Assess and identify the specific nature of services and its’ importance in today’s economy

· Plan the integration of various functional areas i.e. marketing, human resource and so forth in effective management of services. 

· Evaluate the relationship between customer satisfaction, customer loyalty and profitability in the service sector 

· Propose suitable measures of customer satisfaction and improving it by means of complaint management

· Analyze and adapt the relevant approaches and techniques of capacity management as well as yield management 

· Generate location and facility placement solutions for services

· Develop the usage of information technology in the service delivery process




	
	Programme Outcomes
	% of Contribution

	
	· Capability to communicate effectively
	20

	
	· Acquisition of technical competence in specialised areas of entrepreneurship

	50

	
	· Understanding and commitment to professional and ethical responsibilities

	10

	
	· Ability to work independently as well as with others in a team

	10

	
	· Ability to be multi skilled entrepreneur with good business knowledge, decision making, interpersonal, leadership and other business related skills

	10



	12. Assessment Scheme


	Tutorial / Assignment
	· Group assignment 

· Focus group discussions

· To enhance understanding of basic concepts in lecture


	30%



	
	Mid-Term                       


	· Written exam


	20%

	
	Final Exam
	· Written exam
	50%



	13. Details of subject


	Topics Covered
	Hours

	1.
	Introduction to services 

Services in our society. The nature of services and service encounters. Customers: the focus of service management. 


	2

	2.
	Globalization of Service 

Globalization of services. Service strategy and competitiveness. Positioning and marketing of services.


	8

	3.
	Building the service system 

Technology and its impact on services and their management. Design and development of services and service delivery system. Human resource management in services. Locating facilities and designing their layout.


	10

	4.
	Operating the service system 

Managing demand and supply in service. Queuing and simulation. Service quality and continuous improvement. Tools and techniques of total quality management.


	6

	5.
	Service Management 

Service productivity and measurement of performance. Management of public and private nonprofit service organizations.

	5

	6.
	Tools and techniques for managing service operations 

Forecasting demand for services. Vehicle routing and scheduling. Project management. Linear and goal programming applications for services. Service inventory systems.


	11

	
	Total Contact Hours
	42

	14. Teaching and Learning Activity
	This subject will be delivered using the following means:
· Lecture Hours = 42 

              Total Contact Hours = 42



	15. Laboratory


	Nil

	16. Reading Material


	Text 


	Looy, Gemmel & Dierdonck (2003). Services Management: An Integrated Approach. Prentice Hall.
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