
Syllabus 
Services Marketing 

MAR 6849 – CRN 10219 
Spring 2013 

VIRTUAL 

PROFESSOR: Dr. Diana Haytko 

E-MAIL: All course communication MUST go through ANGEL (so I have record of it) 

Access the Angel site for the course at: www.elearning.fgcu.edu 
 
PLEASE READ THIS SYLLABUS AND THE ACCOMPANYING ASSIGNMENT 
SCHEDULE THOROUGHLY 
====================================================================== 
REQUIRED READINGS:  
Book:  

Services Marketing: Concepts, Strategies and Cases, Soutwestern, Cengage Learning, 
4th Edition, 2001, by Hoffman and Bateson 

Articles: 
Additional readings may be assigned.  Watch for article postings in Angel and email 
reminders. 

 
STUDENT RESPONSIBILITIES:  
Given that this course is entirely online, it is a reading intensive course. 
1. Read, study & think about assigned materials before each weeks discussion begins.  
2. Read, analyze and study all assigned chapters, assignments & articles.  
3. Research and develop your own readings, ideas, and personal experience examples that relate to 
class topics.  
4. Participate in discussions and discussion leadership as discussed in assignment section.  
 
COURSE DESCRIPTION 
Focus on understanding the differences between the marketing of tangible and intangible products 
from both the consumer and provider perspective. Strategies and tactics useful in enhancing service 
firm competitiveness will be studied. 
 

CLASS METHODOLOGY:  

MAR 6849 addresses the key differences between product and service marketing, with a strategic 
focus on recognizing and addressing service marketing problems.  The course material will consist 
of 1 textbook and additional readings each week.  This course is primarily concerned with readings 
and discussion. Readings average around 60 or more pages each week. The course is reading 
intensive and some of the articles contain very difficult language, which may require you to read 
them several times to understand them.  You must be prepared to dedicate several hours to reading 
the material before engaging in the weekly discussion board. 
 



GRADING CRITERIA:  
Percentage of total possible:  
93.0% to 100% = A 
90.0%-92.9% = A- 
87.0%-89.9% = B+ 
83.0% to 86.9% = B 
80.0% to 82.9% = B-  
77.0% to 79.9% = C+ 
70.0% to 76.9% = C 
69.9% and below = F  

 
LEARNING OBJECTIVES: 
Per the LCOB MBA Objectives: 

o Have Leadership abilities 

o Be Critical thinkers 

o Have Global awareness 

o Have a Strategic Perspective 
 
COURSE LEARNING OUTCOMES: (assessed through individual case discussion boards and 
the final exam) 
Upon the completion of this course, students should be able to: 

o Identify differences between marketing in services and manufacturing organizations. 
o Explain the unique challenges involved in marketing and managing services. 
o Identify and analyze the various components of the “services marketing mix” – the original 

4Ps plus the physical environment, processes and people. 
o Discuss key issues required in managing customer satisfaction and service quality. 
o Explain how “service” can be a competitive advantage in organizations. 

 
ASSIGNMENTS:  
Total possible points: 900 points   
Discussion Leader: 150 points, 150 points, 1 time 
Weekly Class Discussions: 500 points, 50 points each, 10 total 
Final Exam: 250 points  
Note: Instructor reserves the right to add, subtract, move or modify any and all assignments, 
readings, grading requirements and/or class schedules. Assignment requirements are described 
below in detail. 



Discussion Leader:   

Each week one (or 2) student(s) will be assigned to be the discussion leader(s).  When you read 
through the “Assignment Schedule”, you will notice there is a different topic for each week of class. 
Please e-mail me with your top 3 topic preferences during the first week of class and I will post a 
schedule for the semester.  Subject area assignments will be allocated on a first come first serve 
basis, so if you e-mail me later in the week, you may not be assigned to the topic you choose.  If you 
do not e-mail me, you will be assigned a topic at random.  Kudos to the first person to choose the 
first week (I will take into consideration that we are all still learning the process and you will be able 
to put that part of the course requirements behind you).  Each student will lead the discussion once 
during the semester.  There will be two discussion groups each week because we have a large class.  
The first group will include everyone whose last name is A-J, the second group will include 
everyone whose last name is K-Z (this may change based on exact numbers registered).  The 
discussion leader(s) is/are responsible for organizing and controlling the weeks' discussion.  As 
advanced MBA students, you should be able to organize and control the inputs and outcomes of a 
discussion.  Each week, the discussion leader(s) will be required to post two (each) well thought out 
questions on the bulletin board related to each of the cases/readings. The discussion should be 
focused around the week’s topic.  Each of the questions should cover a different concept in the 
case/readings and should be phrased in such a way as to facilitate discussion, debate and argument 
(multi-part questions are good!; i.e. one question might be 4 to 7 sentences). It should also include a 
description of the basic concept or concepts being discussed.  If there is more than 1 discussion 
leader, you will need to coordinate your efforts via e-mail. 

As the discussion leader you are expected to be the expert on the topic for the week.  This means 
you will need to do additional research above and beyond that required by the rest of the class.   
Look through the reference sections in all of your materials.  You may find additional articles or 
books, which will help explain these concepts.  Write down your ideas prior to posting them!  

A new discussion forum will be made available for each new topic by Sunday night.  The discussion 
leader will post questions on or before Monday at noon each week.  Students in the class will post 
additional questions and be expected to respond to your questions as well as other student’s 
questions.  The discussion leader will review and respond to each of the students’ comments by 
Thursday at midnight.  This does not mean the discussion leader must respond to every single 
posting, however, the discussion leader needs to keep the discussion on the right track.  Therefore, 
you will be responsible to provide additional examples, comments or questions that lead the 
discussion in a way that further probes the topic of discussion and assists understanding.  The 
discussion leader should plan on spending Monday, Tuesday and Wednesday night considering and 
responding to other students.  Thursday is set aside for final summary comments. 

The discussion leader will then evaluate each of the students’ questions and responses and provide 
the course instructor with a detailed report (one paragraph) for each student including a suggested 
grade and explanation as to how the grade was assessed.  You will need to provide your assessment 
to the instructor by email no later than Sunday night at 5pm following your discussion board.  If you 
are working with another person(s), you need to work together to assign EACH student a grade (do 
not “divide” up the board, you need to be involved in all of it, which is why being DL is worth a lot 
of points).  The instructor will review each of the discussion leaders’ assessments and assign a grade 
to each student for that week, using both your evaluations and mine.  Grading of students on the 
discussion board is entirely subjective and therefore requires you to consider the overall contribution 



made by each student.  Evaluating the performance of others and explaining your evaluation is not 
always an easy task, however, this is a task that is frequently required in a supervisory capacity and 
is thus extremely relevant to your chosen path of study.  Please consider what the students are 
required to do in this syllabus as well as their contribution to the learning of other students in the 
class (i.e. did the student meet the minimum requirements or did they really make a substantial 
contribution?) 
Grading- The Discussion Leader is graded on the ability to lead the discussion, knowledge of the 
subject displayed during the discussion, comprehensiveness of topic areas covered in the discussion, 
quality of questions and responses and timeliness of response to postings.  The discussion leader is 
expected to direct and be involved in all discussion postings for the week.  If participants must post 8 
for a C, and you are getting 3x the number of points as the leader, I’m sure you can figure out how 
many you need to post. 
  
Weekly Class Discussions (Discussion Board):  
 
Assigned readings are listed for each week in the reading list.  It is suggested that you read all of the 
assigned material by Sunday or Monday each week, so you can provide intelligent input to the 
discussion. In addition to questions posted by the Discussion Leader, each student is required to post 
one well thought out question on the bulletin board by Monday at midnight. As with the questions 
posted by the discussion leader, each question should be phrased in such a way as to facilitate 
discussion, debate and argument (again multi-part questions are good!; i.e. 4 to 7 sentences 
describing the issue and introducing the question to be debated).  Be original!!! Do not post a 
question that someone else has already posted.      
 
From Tuesday morning (12:01am) after the last questions are posted until Thursday night at 
midnight, each student will be responsible for responding to at least 7 or more question strings 
(postings), and/or to other student responses to the question strings. This means you must participate 
in a minimum of 7 different discussions, although you may participate in each discussion string 
(topic) more than once.  This should create a substantial discussion, debate and argument 
surrounding the topic.  Defend your ideas!!!  You should plan on accessing the discussion board 
several times between Tuesday morning and Thursday at midnight night each week. Usually, the 
discussion gets more involved by Wednesday morning.  Thursday afternoon and evening should be 
reserved for final summary comments as we approach the deadline.  The discussion becomes almost 
like a chat session by Wednesday afternoon through Thursday night with the number of postings 
increasing. You need to be involved every day.  Part of your grade is based upon being involved each 
and every day in the boards.  The minimum of 8 postings is for the minimum grade: a “C”.  Thus, 
higher grades on the DBs require both higher quality and higher quantity.  There is no set number of 
postings for a given grade (above the 8 for a C), however, A grades will require significantly more 
work (both quality and quantity and timing across every day of the week). 
   
In responding to the questions, you should take a position (agree or disagree or offer an alternative). 
Also, please provide examples of how these concepts can be applied.  These can be examples from 
readings or from your own personal experience.  There are plenty of examples in everyday life.  Use 
these to explain your answer.  Business administration is an applied science.  We want to know how 
to use these ideas in the real world.  You may argue your position back and forth, however, 
arguments should be kept on a professional level (Do not use this forum to belittle others, and DO 
NOT use any foul language, but if someone is wrong let them know it!!!!!).  NOTE: If the discussion 



question is about a services marketing concept for example, then the question and responses should 
relate to this topic.  
 
If this class met in a classroom, the class would meet for 3 hours a week in addition to time spent on 
readings outside of class.  I expect that each student will take the time to read the material, and 
review the comments in the discussion forum.  All responses, discussion leader postings and 
instructor comments will be completed in the discussion forum by Thursday at midnight each week.  
Web statistics provide me with a great deal of information about how and when you access the 
Angel site.  I will be reviewing the number of postings you contribute, the number of postings you 
actually read as well as the content of your contributions.  Please do not simply post your question or 
post your responses, without reviewing other student postings.  I expect every student to be engaged 
in the discussion, I expect every student to read all of the postings and I expect every student to 
make worthwhile contributions to assist in understanding the material. 

Discussion is an important part of understanding marketing concepts.  It is important that the 
readings are considered carefully.  Therefore, you must have a minimum of 1 intelligent question and 
7 intelligent responses to get any credit at all. This means that if you post a really good question, 
and 6 really good discussion responses along with 1 response that is sub-standard or wrong, you may 
get no credit.  If you are not sure about the quality of a response, you may want to respond to 
additional questions to insure your grade.  Be aware that grades are given based upon a combination 
of quality/quantity and minimum posting means minimum grade.   

Grading - Grading will be based on a minimum of 8 total intelligent contributions to the bulletin 
board each week (one good question and 7 responses - at least 1 paragraph or more each.  This is the 
minimum to get any grade and the 8 gets you a C. “Intelligent contribution” means that you have 
carefully considered your thoughts before posting them. You should also include examples (but 
please explain how they relate to the problem/issue).  Discussion Board questions and responses 
must be posted on time to get credit.  If you miss the initial question posting deadline of Monday at 
midnight, you get no credit for the entire weeks’ discussion board. If you post after the deadline, 
your postings will not facilitate the discussion or the learning process in any way.  The deadlines are 
imperative to facilitate everyone’s involvement in the discussion.  In addition, you are expected to 
read all of the other postings in each week’s forum and be involved.  “Involved” means that you 
participated throughout the discussion.  You are not involved if you post everything Thursday at 
11:59pm.  All questions and responses will be considered fair game on the final exam.      
Exceptions - the first week of class, questions about the course itself and the course “Overview” will 
be the topic - each student should post questions about the class to the bulletin board. Students will 
also need to check their e-mail address for the course and post their contact information.  This should 
include Name, picture, as well as a statement telling us about you.  Make it fun and interesting.  All  
contact for the course will come through the Angel email system.  You MUST check your Angel 
email daily.  Some instructor contacts are made by mass email to the class list.  It is your 
responsibility to keep up to date with cases/readings which may be delivered through Angel email.     
Final Exam:  
The final exam will consist of 10 to 15 full-page multi-part essay questions from the cases/readings. 
The basic concepts and the application of these concepts to research and practical management 
problems will be tested in a "take home" type essay exam. The take home final exam will be posted 
two weeks prior to the end of class and you will have at least 2 weeks to complete it. The final is 
comprehensive and will be in the form of multi-part paragraph style questions.  Anything in the 



texts, articles, and anything posted on the discussion board is fair game. 
 
Grading –  The take home portion of the exam is designed to show me that you can apply the ideas 
and concepts presented in the course. You will take a concept, define it, explain it, and provide 
examples of how it can be used in service marketing management in a particular situation. You 
should also cite (author and page # is expected) all of the specific articles and chapters we read that 
are pertinent to your response. There will be between 10 and 15 questions and each will require a 
one-page (minimum) response. Use Times New Roman 12 point font, 1 and 1/2 spaced or something 
similar.  The take home portion of the exam should be e-mailed to the instructor in MS Word format. 
The due date for the final exam is listed on the assignment schedule.  Your final exam must be your 
own work.  Do not provide any other students with copies of any part of your exam as this violates 
academic integrity policies. 
  
Other Important Requirements:  
1. NO LATE ASSIGNMENTS.  IF YOU MISS THE DEADLINE FOR POSTING THE INITIAL 
QUESTION OR IF YOU DON’T POST THE REQUIRED MINIMUM NUMBER OF POSTINGS, 
YOU WILL EARN A ZERO. NO EXCEPTIONS. 
2. NO INCOMPLETE WILL BE GIVEN.  
3. ALL ASSIGNMENTS MUST BE TYPED AND POSTED OR SENT BY E-MAIL IN 
MICROSOFT WORD (do not use WordPerfect or Works when sending assignments) FORMAT.  
4. YOUR WRITING STYLE AND USE OF GRAMMAR ARE CRITICAL.  
5. ALL REFERENCES MUST BE CITED IN THE FINAL (APA style suggested).  
6. ASSIGNMENTS MAY BE TURNED IN PRIOR TO THE DUE DATE, HOWEVER 
DISCUSSIONS AND THE FINAL EXAM WILL ONLY BE OPEN ON THE DAYS INDICATED 
WITH NO MAKE UP POINTS AVAILABLE. 
 
UNIVERSITY STATEMENTS 

Academic Behavior Standards and Academic Dishonesty:  
All students are expected to demonstrate honesty in their academic pursuits. The university policies 
regarding issues of honesty can be found in the FGCU Student Guidebook under the Student Code 
of Conduct and Policies and Procedures sections. All students are expected to study this document 
which outlines their responsibilities and consequences for violations of the policy. The FGCU 
Student Guidebook is available online at http://studentservices.fgcu.edu/judicialaffairs/new.html  

Student Observance of Religious Holidays: 
All students at Florida Gulf Coast University have a right to expect that the University will 
reasonably accommodate their religious observances, practices, and beliefs. Students, upon prior 
notification to their instructors, shall be excused from class or other scheduled academic activity to 
observe a religious holy day of their faith. Students shall be permitted a reasonable amount of time to 
make up the material or activities covered in their absence. Students shall not be penalized due to 
absence from class or other scheduled academic activity because of religious observances. Where 
practicable, major examinations, major assignments, and University ceremonies will not be 
scheduled on a major religious holy day. A student who is to be excused from class for a religious 
observance is not required to provide a second party certification of the reason for the absence.  



Services Marketing 
MAR 6849 – CRN 10202 

Spring 2013 
Assignment Schedule 

WEEK OF: 
Jan. 7 Introduction and Overview 

Post personal introduction and picture on Intro Discussion Board 
Send Dr. H email with top choices for leading discussion 

 
Jan. 14  An Introduction to Services Marketing, Practice Discussion Board (not graded) 
  Chapter 1 
 
Jan. 21  Chapter 3: Fundamental Differences between Good and Services 
  Case 1: The Twins First Service Encounter 
  Discussion Board #1 
  Leaders:  
 
Jan. 28  Chapter 4: Services Consumer Behavior 
  Case 4: United attempts to crack the non-business market 
  Discussion Board #2 
  Leaders: 
 
Feb. 4  Chapter 2: The Service Sector: Supersectors and Ethical Considerations 
  Case 2: The Conundrum: Sears Auto Centers 
  Discussion Board #3 
  Leaders: 
 
Feb. 11 Chapter 5: The Service Delivery Process 
  Case 5: Build a Bear Workshops 
  Discussion Board #4 
  Leaders: 
 
Feb. 18 Chapter 6: The Pricing of Services 
  Chapter 7: Developing the Service Communication Strategy 
  Case 7: Ultimate Escapes 
  Discussion Board #5 
  Leaders: 
 
Feb. 25 Chapter 8: Managing the Firm’s Physical Evidence 
  Case 8: Dr. Crane’s dilemma 
  Discussion Board #6 
  Leaders: 
 
March 4 Spring Break 



 
March 11 Chapter 11: Defining and Measuring Customer Satisfaction 
  Case 11: The Crestwood Inn 
  Discussion Board #7 
  Leaders: 
 
March 18 Chapter 12: Defining and Measuring Service Quality 
  Case 12: Service Quality at the Remington Hotel 
  Discussion Board #8 
  Leaders: 
 
March 25 Chapter 9: People as Strategy: Managing Service Employees 
  Chapter 10: People as Strategy: Managing Service Customers 
  Case 13: Is this any way to run and airline? 
  Discussion Board #9 
  Leaders: 
 
April 1  Chapter 13: Complaint and Service Recovery Management 
  Chapter 14: Customer Loyalty and Retention 
  Case 14: Mandalay Bay Conundrum 
  Discussion Board #10 
  Leaders: 
 
April 8  Chapter 15: Pulling the Process Together: Creating a World-Class Service Culture 
  Case 15: Assessing College/Work Culture: Go for a Culture Walk 
  Discussion Board #11: Led by Dr. H 

Final Exam delivered through Angel email 
 
April 15 Final work week 
 
April 22 FINAL EXAM DUE: Friday, 26th, BEFORE NOON.  
  No Late Exams accepted. 12:00 is LATE 
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