CENTRAL OHIO TECHNICAL COLLEGE

DEPARTMENT OF BUSINESS

BUSINESS MANAGEMENT TECHNOLOGIES

Fall Quarter, 2008
September 23 – December 13, 2009
SYLLABUS PART I

On-line

Course Title:


Service Marketing and Management
Course Number:

2480
Course Credit:


3 Credit Hours





3 Contact Hours

Course Prerequisites:

None

Instructor:


Mrs. Cindy Nauer, Associate Professor of Business
Office – Reese Center 238




Phone number: (740)366-9484 or 800-9Newark ext. 484




Office hours:  T/Th 9-12 
E-mail – cnauer@cotc.edu
Faculty Web Site:
The link to the instructor’s home page is: http://www.cotc.edu/cnauer/
Course Description: 
This course allows students to define services marketing and detail the fundamental concepts and strategies that differentiate the marketing of services from the marketing of tangible goods. The fundamentals of business knowledge, employee competence, competence in customer satisfaction, service quality and customer service should be concentrated on.  The student should also develop skills that are essential in understanding and sustaining a customer base through marketing and management

  
Textbook:
Hoffman, Douglas K., Bateson John E.G. (2006).  Essentials of Services Marketing: Concepts, Strategies and Cases. (3rd edition). USA:  Thomson Southwestern Publishers. 
 
Packet:





NOTE: Whenever following links on the Internet, please keep two things in mind: 1) the error message “no DNS entry” usually means that the server you are trying to reach is temporarily or permanently unavailable, and 2) pages and links change frequently. Be sure to try the link again at a less busy time before reporting to your professor it is a bad link.  
ITS Resources
:

Tech Connect



http://www.newarkcampus.org/Departmental/TechConnectweb/default.htm.
Student Services:
http://cotc.edu/studentlife/
Library:
http://www.newarkcampus.org/library/
Virus Policy:
All e-mail sent within the website and through COTC is automatically scanned for viruses.  Messages that contain attachments found to be carrying viruses are deleted.  It is the student’s responsibility to ensure that a virus free assignment is delivered on time to the professor. 
General Policy:
This course will require 6-8 hours per week (the actual amount is dependent on each student’s background). This requirement may influence the time allotted to other classes. Planning and time management are essential for students. 




Students are expected to initiate contact with the instructor. 


Written assignments should demonstrate elements of good writing such as unity, coherence, clarity and appropriate grammar and mechanics. Effective business and professional writing is clear, concise, complete and appropriate in tone and format. 



Participation Points:
Class participation is considered very essential to successful performance in this course. Each assignment will be graded based on the participation of each student with the exercise.  Note that participation points are NOT automatically awarded to students simple on the basis of their presence in the class. Students will be expected to read all assigned materials and be prepared to participate in discussions related to course material as well as use the resources available within the website to further learning all of the course objectives.


Evidence of active participation by a student is defined broadly as:


*Offering relevant comments and questions that are aligned with the topic at hand.


*Participation in chat activities and discussion board discussions and within course resources.

*Evidence of clarity, accuracy, precision, relevance, depth, breadth, logic, significance, and ethics will be assessed.



Assignment Due Dates:  Weeks for the quarter begin on Monday and end on Sunday.  Assignments are due Sunday by midnight of the current week.


Any late assignments/tests will automatically be penalized 30%. NO assignments or tests will be accepted more than one week late unless there is an emergency situation or approved by the instructor.  



Communications:  Students should plan to communicate with the instructor and with other classmates regularly throughout the course. Post any questions to the class discussion board. The instructor or other students from the class will then have the opportunity to post a response for the entire class to view. Students may also communicate with the instructor and other classmates by using the class chat room for informal, real-time discussions.


Communication on the website is through e-mail that only stays within the website.  You will be able to e-mail the instructor and other students within this e-mail.  E-mail sent from this account does NOT go to your COTC account.  You will need to check your e-mail on the website on a regular basis throughout the quarter as well as your COTC Email.  

For individual issues, students should contact the instructor directly by e-mail or telephone. E-mail and telephone messages will normally be answered within 48 hours. Among these communications options, students can expect e-mail to provide the fastest response.  Please put the assignment and class in the subject line.
Students are required to make sure they post to the correct discussion board as well as identify the class they are in any email as well and the assignment being turned in.  Communication with the instructor is essential to the student’s success.


Regular attendance will be monitored through your participation in class interactions and use of resources as well as your completion of assignments.
Plagiarism:
All of the work of the student will be in their own words and will not be copied from the work of another.  If work is copied it will be handled according to College Policy.

 As part of COTC’s campus-wide assessment initiatives (quality assurance

program), samples of student performance such as test results, projects, papers,

etc. may be used. The data gathered will not identify individual students and is

not related to the student’s grade for the course, but will be used to improve

student learning at COTC.

Disability Statement: Any student with a documented disability, which may

require special accommodation, should self-identify to the instructor as early as

possible in order to receive effective and timely accommodations.
Withdraw Date:
Please check the Official College Calendar or the Fall Quarter Important Dates listing on the COTC Web Page for last date to withdraw from this class. Final Withdraw is November 19, 2008.
Course Evaluation:
The student’s final grade for this course will be determined on the following basis:






Participation within website:
75 points






Assessment:


30 points






Assignments:


325 points





Final Case:


75 points







Quizzes:(16X20pts)

320 points






Total:



825 points

Grading Scale:

Total points

Grade 
Total points
       Grade





825 to 775

A

634 to 610

C





774 to 742

A-

609 to 577

C-





741 to 717

B+

576 to 552

D+





716 to 693

B

551 to 528

D





692 to 660

B-

527 to 495

D-





659 to 635

C+

494 or less

E

Assignments:
 Weeks for the quarter begin on Monday and end on Sunday.  Assignments are due Sunday by midnight of the current week



Individual assignments will consist of Internet, library, research, or critical thinking and chapter discussion boards.  



Chapter discussion boards take the place of conversation in the 



 in the classroom.  Your posting and response should contribute to the topic by asking questions, debating ideas, and presenting relevant or current information and providing examples. 



The criteria for grading discussion boards:



Coverage of topic and explains position, applies course concepts, contributes personal experience, includes examples, adds relevant information, which adds to the discussion, or debates the topic. Grading is also based on the following as well - 30% - Relevance + 30% content + 15% grammar + 15% turning the assignment in on time


When additional posts are assigned 30% of the total points will be assigned to the response posts which will include- Valid response to one other posting, stating the reason you agree/disagree or adding additional material.



Individual chapter assignments will be either located on the website or within the chapter context.  You will need to read the directions for completing each assignment within the syllabus or within the announcements. 



Final Case – The final project chapter case is located at the back of your text. After reading the assigned case you will need to complete your answers to the questions concerning the case. Your paper must be typed and double spaced and put in the drop box in the lessons tab under week 12.  The grading rubric for this is located in the lessons tab in Angel.
Quizzes:
There are 16 quizzes that will be required to take.  Each quiz will represent a chapter from the text.  Quizzes are due at specific weeks in the quarter, although you can work ahead on completing the quizzes.  Each quiz can only be taken once so please be prepared before taking them. Each quiz is worth 20 points.    

COURSE ASSIGNMENTS:

THE CHAT ROOMS ARE FOR ANY STUDENT AND ANY GROUP AT ANY TIME!!

DISCUSSION BOARD POSTS WILL BE RESPONDED TO THE FIRST COUPLE OF DAYS IN THE NEXT WEEK AFTER IT IS DUE = IT IS THE STUDENTS RESPONSIBILITY TO GO BACK AND LOOK AT THE INSTRUCTORS RESPONSE TO THE ASSIGNMENT- this will be monitored!

Weeks begin on a Monday and end Sunday

Assignments due Sunday at midnight of the current week
All chapters should be read and you should be prepared for each assigned chapter before completing any assignment!!
WEEK 1:  Classes Begin:  September 23 – September 27

Syllabus and website review

You must take the Angel Assessment located in the lessons tab and pass with an 80% to move forward in this class. – 30 points.


Take the time to become familiar with the website so you can locate the 


Chapter resources, discussion boards, assignments, quizzes, and e-mail.

Review the text for the course and prepare for chapter 1

Post to “Bio Board” – Tell us a little bit about yourself!-10 points.
WEEK 2:  September 28 – October 4


Read chapter (ch) 1 and review ch1 Course Content on the website.


Post to chapter 1 (ch) discussion board – Discussion Question #8
Complete ch1 individual assignment – Click on lessons next click on course information and the course – Resources Marketing. Then click on Marketing Resources, click on the nonprofit marketing.  Read the directions on the left. Base your answers for the five questions listed on the left side of the page reviewing only 1 of the non-profit agencies. 1. Provide the answers for the five questions on one of the non-profit agencies.  To enter your answer, click on the ch1 individual assessement – 20 points.
WEEK 3:  October 5 – October 11
Read chapter 2 and review ch2 Course Content
Post to ch2 discussion board  - Discussion Question #1 – 15 points
Read chapter 3 and review ch3 Course Content


Complete chapter 3 assessment – 20 points.



Complete quizzes 1-3 – each worth 20 points.


WEEK 4:  October 12 – October 18
Read chapter 4 and review ch4 Course Content
Complete ch4 individual assignment
Review E-Services in Action on page 86. Review 2 sites on the Internet. Compare the checklist to the 2 sites. 1. List and describe the sites you visited. Did they have everything on the check list? What was missing? What did you find most helpful? What would you add?  Post your answers to the Chapter 4 discussion board – respond to at least one other student post - 25 points. 
Read chapter 5 and review ch5 Course Content
Post to ch5 discussion board –discussion question #3 – 15 points.
 WEEK 5:  October19 – October 25


Read ch6 and review chapter 6 Course Content


Complete ch6 individual assignment -From the Homepage, click on 'Resources', click 'Course Resources Marketing', and click ‘Marketing Resources click Marketing in the News'. Select an article to read and answer the questions at the end of the article. Each article should have 2 questions.  Send your answers in an email to the instructor. Make sure you include your class and the assignment in the subject line. 20 points


Read chapter 7 and review ch7 Course Content on the website.


Post your answers in the ch7 assessment link for Discussion question #4 – 15 points.


Complete Quizzes 4-7 each worth 20 points.
WEEK 6:  October 26 – November 1

Read chapter 8 and review ch8 Course Content


Post  your answers in the ch8 assessment link for Discussion question #2-20 points.


Read chapter 9 and review ch9 course content. 


Post your answers to the discussion question #2 to the discussion board- 15 points.

WEEK 7:  November 2 – November 8 

Read chapter 10 and review ch10 Course Content

Go to course documents and pick an article under marketing resources and you’re your answers as a review paper to the chapter 10 discussion board and respond to at least one other student – 25 points.

WEEK 8:  November 9 – November 15

Read chapter 11 and review ch11 Course Content

Read 'Global Services In Action' and answer the following questions. 1. What do you believe is the hardest challenge in marketing to today's global environment? Post your answers to the chapter 11 discussion board and respond to at least one other student post – 20 points.


Read chapter 12 and review ch12 Course Content

Post your answers in the ch12 assessment link to discussion question #7 – 15 points.

Complete Quizzes 8-12 each worth 20 points.
WEEK 9:  November 16 – November 22


Read chapter 13 and review ch13 Course Content


Post your answers to the discussion question #4 to the Chapter 13 discussion board.


Read chapter 14 and review ch14 Course Content – 15 points


Read the opening case on Wendy’s at the beginning of Chapter 14 and answer the following questions: 1. Did you hear of the case? What was your reaction? Did it affect your visits to Wendy’s?  or will it?  Post your answers to the chapter 14 discussion board and respond to at least one other post. – 20 points
WEEK 10:  November 23 – November 29


Read chapter 15 and review ch15 Course Content


Complete ch 15 assessment, discussion question #8 – 15 points.


Read chapter 16 and review ch16 Course Content


Post to ch16 discussion board your answers to discussion question #4 and respond to at least one other post – 25 points.
WEEK 11: November 30 – December 6

Complete quizzes 13-16 each worth 20 points.

Work on Case #1 – see description above in the syllabus and also the grading rubric listed in the lessons tab– 75 points – due Monday December 7th.

Week 12: FINALS WEEK – December 7-13

Case #1 - Due by December 7th in the drop box located in the week 12 folder. 
