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	Faculty Information
	Name
	Wangoo Lee

	
	E-mail
	wangoo.lee@polyu.edu.hk

	
	Home University
	The Hong Kong Polytechnic University

	
	Department
	School of Hotel and Tourism Management

	
	Homepage
	wangoolee.oopy.io

	Course Information
	Class No.
	18515
	Course Code
	ISS1263
	Credits
	3

	
	Course Name
	Service Management in Hospitality, Tourism, Sports, and Culture

	
	Lecture Schedule
	Mon-Fri / 13:00 - 17:30

	
	Course Description
	The course emphasizes conceptual, analytical, and problem-solving skills that integrate service management models, service marketing, service quality, customer satisfaction, and customer loyalty. Concepts and applications will be introduced through the textbook, selected articles, and lecture notes in the class. A major group project on an existing hospitality, tourism, sports, or culture operation is scheduled as part of the requirements. The idea for creating this project is to let the students consolidate and better understand the service concepts and systems in a real enterprise, organization, or destination. This course focuses on problems and strategies specific to service businesses, including but not limited to:
· How do we create better customer service experiences by listening to customers?
· How do customer satisfaction, customer relationships, service recovery, service standards, and the Servicescape impact service quality?
· How do the service provider, the customer, technology, distribution channels, communications, pricing, and profit each impact the service delivery process?

	
	Course Objective
	Understanding of service management in hospitality, tourism, sports, and culture and its application in a real project 

	
	Prerequisite
	None

	
	Materials/Textbooks
	· Zeithaml, V.A., Bitner, M.J. & Gremler, D.D. (2018).  Services Marketing: Integrating Customer Focus Across the Firm 7th Edition New York: McGraw-Hill. ISBN-13: 978-0078112102. ISBN-10: 0078112109
· Lecture notes

	Evaluation
	Attendance
	10%
	Quiz
	5%

	
	Assignment
	10%
	Mid-term Exam
	%

	
	Presentation
	15%
	Final Exam
	20%

	
	Group Project
	25%
	Participation
	%

	
	Etc.
	Evaluation Item
	Ratio

	
	
	Class (Group/Individual) Discussion
	15%

	
	
	
	%

	Course Outline
	1. Attendance (10%)
It is expected that you will attend all classes and be fully prepared for class discussions. Active engagement is critical to your learning in this class. This grade is subjective and will reflect your attendance and voluntary participation in lectures and discussions, in addition to your effort in performing in-class activities assigned by your instructor.
It is expected that you will attend all lectures and be fully prepared for each class. Only medical emergencies and university-sanctioned events will be excused. No absences are permitted on dates of group project presentations. Except for medical emergencies (upon early approval), there will be no make-up opportunities for tests. If students are absent, it is their responsibility to make themselves aware of class announcements, assignments, dates, and/or classroom changes & materials covered in class. Please inform me in advance if you cannot attend any future classes, regardless of the reason.
2. Assignment - Service Quality Report (10%)
The goal of this task is to assess the service quality at a local hospitality, tourism, sports, or cultural business in anticipation of our visits. We aim to offer detailed observations and practical recommendations to enhance guest satisfaction. Your report should be one page long, single-spaced. My evaluations will focus on the thoroughness of your observations and the depth of your analysis. Make sure your observations are comprehensive, not superficial. The clarity and practicality of your improvement suggestions will also be considered.
3. Quiz (5%)
The purpose of the pop quiz is to evaluate the students' understanding of the service gap model and service quality research methods, both of which are necessary for their group project. The quiz will feature a mix of question types, such as True/False, Multiple Choice, and Short Answer. It will consist of around 10 questions.
4. Class (Group/Individual) Discussion (15%)
Throughout the course, we will engage in various group discussions and activities. After these discussions, groups may present their results to the entire class and then submit a summary of their discussion (depending on the activities).
5. Group Project (25%)
The objective of this assessment is to become more aware of the service strategies, systems, and processes hospitality, tourism, sports, or cultural organizations use to deliver quality service. The group project consists of 1) a project proposal (10%) and 2) a final project report (15%). Students will learn how the firm they choose uses systems to deliver quality service, handle service gaps, and measure the success of the systems. Assessment will be graded based on a written group paper and the presentation and discussion. 
At the start of the course, students must choose a South Korea-based hospitality, tourism, sports, or cultural firm to study for their group project. This can be any business operating in South Korea, such as a hotel, museum, restaurant, travel agency, sports or entertainment venue, or event organizer. If you opt for a chain brand, make sure your project focuses on the branch located in South Korea. It's important to select a company that is practical and accessible for research purposes. You are welcome to consider smaller establishments, like a boutique hotel or a local restaurant, provided you can clearly explain how studying this firm contributes to your understanding of service management.
The project will involve researching articles, interviewing, and utilizing other methods to learn about how your company or organization succeeds in delivering and measuring service quality. One of the following methodologies should be used in the research project:
· Complaint solicitation
· Critical incident studies
· Requirements research
· Relationship surveys and SERVQUAL surveys
· Service expectation meetings and reviews
· Process checkpoint evaluations
· Market-oriented ethnography
· Mystery Shopping
· Customer Panels
· Lost customer research
· Future expectations research
· Database marketing research
a) Group Project Proposal – 10%
Students need to prepare a brief and concise project proposal for the final project by designing the research agenda.
· Students are required to deliver an approximately 15-minute presentation (including Q&A) on the project proposal as a group. The oral presentation will be useful in gauging your instructor and other students’ instant feedback to improve project design prior to data collection.
· The PPT proposal should include the following components,
1) Background Introduction: Introduce the company’s background and service provided.
2) Research Question(s) & Justification: Tell the audience why you will research this firm.
3) Proposed Methodology: Describe your methodology including research methods, data collection procedures, and data analysis methods.
4) Expected Implications: List what you will deliver at the end of the project.
5) References: Use the APA style for your references.
b) Final Project Paper – 15%
The project should cover the following:
1) Introduction: A brief introduction of the company and the research methodology.
2) Situational Analysis: Current issues pertaining to the firm’s internal strengths and weaknesses as well as external opportunities and threats (e.g. SWOT analysis). 
3) Research Methodology: data collection and data analysis procedures need to be demonstrated.
4) Research Findings: Summarize the results.
5) Recommendations: Provide recommendations to the company to close the service quality gaps. 
6) Limitation and Future Research: Illustrate research limitations and potential follow-up research.
7) References: Use the APA style for your references. 
Please keep your paper no more than 6,000 words (single spacing, including tables, figures, and references). Raw data can be attached as an appendix.
6. Presentation (15%)
Your group will be given 20 minutes for a presentation and 5 minutes for a Q&A of your company’s approach to service quality management. You’ll have to be concise and precise in presenting your key findings from the research you’ve done on your company’s service and service measurement systems to allow ample time to discuss it. Please feel free to be creative in your methods of your presentation as this is a chance to try various teaching and presentation skill techniques on your peers, in addition to helping us all learn more about the topic. This would entail highlighting the key findings from the research you’ve done on your company’s service and service measurement systems. 
7. Final Exam (20%)
The final exam assessment will be an exam, as outlined in the approved syllabus for this subject. This exam will primarily consist of essay question(s), rather than multiple-choice, asking students to express their thoughts and perspectives on a real-world case(s) of hospitality or tourism service. This will be based on knowledge gained from lectures, site visits, and group projects. 
Additional details will be provided as we get closer to the final exam period.


	Objectives
	Upon completion of the subject, the students should be able:
· to evaluate and discuss the theories, models, and concepts of service quality in the context of management and operations of hospitality, tourism, sports, and cultural organizations.
· to address the importance and current issues of service quality in the rapidly changing hospitality, tourism, sports, and culture industry.
· to integrate sophisticated research methodologies to manage the development of hospitality, tourism, sports, and culture through proper decision-making. Students will also be able to provide leadership at work and for the future development of the industry
· to analyze and efficiently utilize human and technical resources to develop internal and external strategies for the enhancement of service quality in hospitality, tourism, sports, and cultural organizations. Students will also be able to apply service quality management techniques to resolve complex management and operational problems.

	Daily 
Lecture Plan
	Day 1
	Class Overview and Services Foundations

	
	Day 2
	Service Quality

	
	Day 3 
	Service Strategy

	
	Day 4
	Customer Experience & Service Culture

	
	Day 5
	Service Relationships & Service Recovery + Proposal Presentation

	
	Day 6
	Supporting Facility & Process Flows

	
	Day 7
	Service Demand & Capacity + Quiz

	
	Day 8
	Service Pricing

	
	Day 9
	Service Providers/Service Technology

	
	Day 10
	Final Presentation + Final Exam (take-home)
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