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Course information

Course Description

Course Credits: 4

Contact Hours: 54 hours

Class Time: 8:30 - 10:20

Classroom: P311

Instructor: TBA

The course introduces students to the principles of marketing and analyses of real-world marketing

issues. There will be a focus on the management of the marketing activities and how marketing

relates to overall organizational functioning, including the management of exchange processes

between business units and consumers and between firms. It will include topics such as

environmental analysis, industry and competitor analysis, objective setting, marketing strategies,

market mix components, and finally implementation and control mechanisms. The purpose of this

course is to teach students to identify the marketing mix components; explain the environmental

factors which influence consumer and organizational decision-making processes; outline a

marketing plan; and interpret marketing research data to forecast industry trends and meet

customer demands.



Prerequisite(s)

Learning Objectives

None

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

1. Understand the essential principles and concepts of marketing; the application of

marketing in business and organizational settings and the importance of market-based

management;

2. Understand the relationship between marketing and the external environment, and

how firms can create and deliver value;

3. Understand the global supply chain growth and the increasing effects of technology

on the formation of the channel of distribution;

4. Define marketing and outline the steps in the marketing process, and understand

multiple influences on the consumer behavior process;

5. Describe a range of common strategies for use with each of the various Marketing

mix tools: product, pricing, promotion and distribution;

6. Identify the key elements of a customer-driven marketing strategy, and discuss the

marketing management orientations that guide marketing strategy;

7. Use examples from current events and real-world marketing situations to apply,

illustrate and discuss different marketing strategies;

8. Develop skills in designing service processes, managing relationships with

customers, and improving service quality.



Methodology

Textbook(s)

Methodology Hours Hours of work

Face-to-face

Hours of work

Non Face-to-face

Lectures 40 78 hours (60%)

Practice teaching 8

Assessment 30

Personal study 30 68 hours (40%)

Tasks 22

Practical teaching preparation 10

Bibliographic search 6

Total 146 78 68

Essentials of Services Marketing by Jochen Wirtz and Christopher Lovelock; 2018, 3rd edition,
Pearson.

A customized case book is also available in the bookstore. The e-book is available from the library
website.



Tasks and Evaluation

2 Assignments 20%

4 Quizzes 20%

Midterm Test 25%

Final Exam 35%

According to the Soochow University Classroom Attendance Policy, class attendance is required.

Students who miss the class for more than 2 times will get a penalty as 15% deduction from the

cumulative grade. If the instructor reports a student’s frequent missing of class to the Soochow

University Academic Administration Office, the student might get a written warning and might be

prohibited from attending final exam.

Assignments and quizzes are based on the course contents and questions discussed in class.

Assignments should be completed in a T-account format. Every quiz is around 20-minute long. All

quizzes must be completed before the due day. There will not be make-up quizzes.

Tentatively, midterm test will cover lec 1-10. The final exam will be in the last class. Every test is

around 2-hour long. Note that there will be NO make-up tests and exams. Only non-programmable

calculators can be used in the tests and exam. Any attempts to use electronic devices like

cellphone, iPad, iWatch, laptops, etc. will be seemed as cheating.



Rating system:

1. Assessment

2. Grading Scale

Course Content

Lecture Topics

1 Course Introduction: Introduction to Services Marketing

2 Consumer Behavior in a Service Context

3 Positioning Services in Competitive Markets

4 Developing Service Products and Brands

5 Distributing Services through Physical and Electronic Channels

6 Distributing Services through Physical and Electronic Channels (Cont.)

Case Studies

7 Setting Prices and Implementing Revenue Management

ASSESSMENT ITEM PERCENT OF FINALGRADE

Assignments 15%

Cases 35%

Midterm 20%

Final exam 30%

A+ 96-100 A 90-95 A- 85-89

B+ 82-84 B 78-81 B- 75-77

C+ 71-74 C 66-70 C- 62-65

D 60-61 F < 60



8 Setting Prices and Implementing Revenue Management (Cont.)

Case Studies

9 Promoting Service and Educating Customer

10 Promoting Service and Educating Customer (Cont.)

Case Studies

11 Designing Service Processes

12 Designing Service Processes (Cont.)

Case Studies

13 Balancing Demand and Capacity

14 Balancing Demand and Capacity (Cont.)

Case Studies

15 Crafting the Service Environment

16 Crafting the Service Environment (Cont.)

Case Studies

17 Managing People for Service Advantage

18 Managing People for Service Advantage (Cont.)

Case Studies

19 Managing Relationships and Building Loyalty

20 Complaint Handling and Service Recovery

21 Improving Service Quality and Productivity

22 Improving Service Quality and Productivity (Cont.)

Case Studies

23 Building a World-Class Service Organization

24 Final Exam Preparation

25 Final Exam



University Regulations and Services

Soochow University highly values the academic integrity and aims to promote the academic

fairness, honesty and responsibility. Any academic dishonesty behaviors and any attempts to cheats

and plagiarism will be reported to the university administration office. A written warning and the

relevant penalties will be imposed. The record might be shown on the official university transcript.

Soochow University also highly respects students’ accommodation for disabilities and religions.

You might contact the Student Accessibility Office if you have any questions, concerns or if you

would like to report any offensive behaviors.

Note:

Please contact the University Administrative Office immediately if you have a learning disability, a

medical issue, or any other type of problem that prevents professors from seeing you have learned

the course material.


