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Student will receive a semester grade of zero for a course if absences from class

exceed one third (18 hrs ) of total class hours.
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Course Description

This course will discuss about service concept focusing on mapping the customer
journey and service blueprinting. Further, this course will explore and managing
customer experiences of tangible and intangible products and services that link

merchandising and hospitality segments.

This course will discuss about service concept focusing on mapping the customer
journey and service blueprinting. Further, this course will explore and managing
customer experiences of tangible and intangible products and services that link

merchandising and hospitality segments.
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Course Objectives

This course will discuss about service concept focusing on mapping the customer
journey and service blueprinting. Further, this course will explore and managing
customer experiences of tangible and intangible products and services that link

merchandising and hospitality segments.
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Approach to Instruction

Lecture, discussion, presentation, complying and adhering to CDIO teaching method

plan
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Please respect intellectual property rights when making handouts for students.
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o fFEFE 10% : Class activity

4B E oHidhET = 40% : Mid Term Exam Presentation
Grading oH#AZRFTE 40% : Final Exam Presentation
oEAhIFFE 10% : In class participation
Cook, S. (2010). Customer care excellence: How to create an effective customer focus.
HREHZSEZEH Kogan page publishers.

Textbooks and References

Walden, S. (2017). Customer Experience Management Rebooted: Are You an
Experience Brand or an Efficiency Brand? Springer.
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Contact Info

aditya@g?2.usc.edu.tw
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Remark

This course is complying and adhering to the Conceive-Design- Implementation
(CDI) of the CDIO teaching method
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1 (02/16~02/22) |Syllabus
Service concept: An introduction to customer care (continue)
2 (02/23~03/01) CDIO Teaching Model (Conceive Phase)
N Service concept: Drive and support a service strategy
3 (03/02~03/08) CDIO Teaching Model (Conceive Phase)
Service concept: Listening to customers
4 (03/09~03/15) CDIO Teaching Model (Conceive Phase)
5 Service concept: Implementing a service excellence strategy
> (03/16~03/22) CDIO Teaching Model (Service Phase)
Service concept: The internal customer
6 (03/23~03/29) CDIO Teaching Model (Service Phase)
7 (03/30~04/05) |Extended day-off for Tomb Sweeping Day and Children's Day (Holiday)
Service concept: Communications, recognition, and reward
8 (04/06~04/12) CDIO Teaching Model (Service Phase)
9 (04/13~04/19) |Mid Term Presentation
5 Service concept: empowerment, ownership and sustaining a customer focus
10 |(04/20~04/26) CDIO Teaching Model (Service Phase)
11  |(04/27~05/03) |Customer experience: Understand the right and commercial principles
12 (05/04~05/10) |Customer experience: Data
Customer experience: Customer experience research
13 |05/11~05/17) CDIO Teaching Model (Implementation Phase)
Customer experience: Emotions and customer experience
14 1(05/18~05/24) CDIO Teaching Model (Implementation Phase)
Customer experience: Customer's mindset
15 |(05/25~05/31) CDIO Teaching Model (Implementation Phase)
Customer experience: Customer failure (Customer bad experience)
16 1(06/01~06/07) CDIO Teaching Model (Implementation Phase)
17 |(06/08~06/14) |Customer experience: Interconnection (Customer communities and social media)
18 |(06/15~06/21) [Final Exam Presentation
19 |(06/22~06/30)
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