CUSTOMER SERVICE
HOSP210-8
Instructor Information
Kwang-Ho Lee, Ph.D.
Hospitality Innovation and Leadership, Department of Applied Business Studies
Ball State University, Muncie, IN
Instructor Contact Information:
Email: klee2@bsu.edu                                                       Telephone: 765) 285 - 7610
Canvas Address:                                                                 Zoom: https://bsu.zoom.us/my/klee2
https://bsu.instructure.com/courses/180424
Office Hours: In person from 10:00 a.m. to 1:00 p.m. on Mondays and Wednesdays, with virtual office hours available by appointment Monday through Friday. 
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Instructor Bio: 
The instructor holds a master's and doctoral degree in Hospitality and Tourism Management and has industry experience working in a luxury hotel, travel agency, and wedding event planning. 
Course Information
Course Description
This course is designed as a high-impact undergraduate research course, aiming to develop the service skills and knowledge essential for fostering excellent customer relationships.
Prerequisites
PREREQUISITES: None; CO-REQUISITES: None.
Course Objectives
Having taken this course, students will be able to:
· Define, identify, and classify the characteristics of excellence in customer service. 
· Assess personal mindsets and the skills needed to work effectively in multicultural and cross-generational environments. 
· Prepare and apply effective procedural and interpersonal service skills to deliver quality customer service. 
· Demonstrate effective communication skills, particularly in active listening, responding to customer feedback, and nonverbal communication. 
· Practice problem-solving, conflict-management, and stress-management techniques in customer service situations. 
· Identify strategies to anticipate and prepare for crisis management situations related to customer service. 
· Examine and explain the 7 Ps of the marketing mix and their relevance to customer service and customer relations. 
· Apply appropriate techniques to assess and evaluate customer expectations, wants, needs, and service experiences.

Course Modality/Structure
Students are expected to check the class Canvas frequently and are responsible for the information provided through this LMS. The course LMS is intended to ENHANCE class communications, and therefore DOES NOT replace regular class sessions. You are expected to use the course LMS for the following functions:
· Syllabus- You are expected to study the contents of the syllabus thoroughly. If there is any item that you do not understand or have questions about, please talk to me.
· Handouts- Access class notes, student manual, project guidelines, and other reading materials.
· Assignments– Some assignments are required to submit through the course Canvas. All writing assignments must be typed in Word (.doc) format.
· Calendar- This function is optional for you to create your own private calendar for the use of this course.
· Scores- Keep informed of your assignment, quiz and exam scores.

Participation and Timeliness
Your regular participation and timeliness are important to your academic success.  In online courses this takes the form of participation in discussion via forums, chat, and other electronic means provided. 
As this is an online course, it is up to every student to stay on track and not fall behind.  You must be self-motivated and disciplined to meet all due dates.  Developing a routine is essential.
All assignments are expected to be submitted by a specific time and date.  Assignments submitted late may be subject to a reduction in points (if the instructor is informed ahead of the due time AND the permission for late submission is given), or no points at all.
Technical Information
Become familiar with the class interface before the semester begins and seek help if necessary. BSU provides resources to help you. A lack of Canvas knowledge is not an acceptable excuse for late or incomplete work.
· Technical Equipment: In order for you to be successful in this type of course (e.g. online delivery, distance education), you will need the technology listed in the “Technology for Online and Distance Education Students.”
· Technical Assistance: If you have technical questions, you can contact Ball State's Help Desk. In addition, the Help Desk staff has put together many how-to video clips in its Tech Clips section that can guide you through many of the most common questions. The helpdesk can be contacted at 765-285-1517 or email athelpdesk@bsu.edu.
Recommended Course Materials
· Wirtz, J. & Lovelock, C. (2016). Services Marketing: People, Technology, Strategy (8th Edition) or updated edition.
· Supplementary Book: Lucas, R. W (2023). Customer Service Skills for Success (8th Edition)
· Required Supplemental Readings: To be posted at course Website.
Course Assignments and Assessments
Course Assignments
In the context of online lectures, this course creates an engaging virtual environment that encourages active student participation in activities and discussions. Student assessment will be based on the following criteria:
Student Evaluation Criteria
	Assignment/Exam 
	Points

	Final exam
	50

	Self-introduction
	10

	Weekly project assignments (9 x 10 points)
	90

	Weekly quizzes (10 x 10 points)
	100

	Reflection/case studies (8 x 10 points)
	80

	Online discussions (4 x 10 points)
	40

	Cumulative final project report
	30

	Total Points Possible
	400


Table 2 This table presents the course grading scale, outlining the percentage ranges associated with each letter grade for evaluating overall student performance.
	Letter Grade
	Range

	A
	100% - 94%

	 A-
	<94% - 90%

	  B+
	<90% - 87%

	B
	<87% - 84%

	 B-
	<84% - 80%

	  C+
	<80% - 77%

	C
	<77% - 74%

	 C-
	<74% - 70%

	  D+
	<70% - 67%

	D
	<67% - 64%

	 D-
	<64% - 61%

	F
	<61% - 0%


Note. Grade will be rounded up to two digits after the decimal. Ex. 93.50 ~ 94.49=>94.
Final Exam
A final exam will be administered for this course, covering all classes and course materials, using the Lockdown Browser Proctor in Canvas. The exam will consist of objective questions, including multiple-choice and true/false questions.
· Exam Format: The examination will follow an objective format, comprising multiple-choice and true/false questions. This format aims to comprehensively evaluate your understanding of the covered material.
· Exam Administration: The examination will be accessible exclusively at the scheduled times through the Canvas platform installed with the Lockdown Browser Proctor. Please ensure that you align your schedule accordingly to participate in the exams as per the designated timeframe.
· Timed Examinations: The examination will be administered as a timed assessment, and students are expected to complete these exams individually and autonomously.
· Missed Examinations: The missed examination cannot be rescheduled, and a score of zero (0) will be assigned for the missed exam. Exceptions to this policy will only be considered under circumstances that are beyond both the students' and the instructor's control. Students are strongly advised to communicate with the instructor well in advance if they anticipate any impediments preventing them from taking the exams, at least 24 hours prior.
· Unforeseen Contingencies: In cases where unforeseen contingencies arise that are beyond both the students' and the instructor's control and are not foreseeable, students should promptly contact the instructor. Subsequent to such unforeseen incidents, the instructor and the student will engage in a discussion to explore alternative approaches to address the missed examination portion.

Self-Introduction (10 points)
At the beginning of the semester, students are required to post a self-introduction. This introduction should include details such as their major, the reasons they are taking the course, and what they hope to learn from it. Additionally, students may include any relevant background information or personal goals related to the course content. This activity aims to foster a sense of community and provide the instructor with insights into each student's motivations and expectations.
Weekly Project Assignments (90 points)
There will be nine weekly project assignments focused on the service components of the selected target case. All assignments must be submitted by their respective deadlines, as late submissions will not be accepted. Additionally, all assignments must be typed; handwritten work will not be accepted. 
Weekly Quizzes (100 points)
Quizzes will be given through Canvas throughout the course. The quizzes will cover assigned reading materials. When you start the quiz, you need to read through the rules and comply with the pledge of the honor code.
· The format for all quizzes will be closed book and closed-notes. The exact quiz dates will be announced in advance. Please ensure that the LockDown Browser is functioning properly before attempting the quizzes.
· Any violation of student academic ethics policy will be reported without exception.
· A missed quiz cannot be made up and a zero (0) will be given to that quiz. Exceptions to this policy will be made ONLY in the case of unavoidable circumstances/contingencies that are beyond students’ AND the instructor’s control.
· Students are encouraged to consult with the instructor first if there is any foreseeable circumstance that prevents students from taking the quizzes at least 24 hours before.
· If the contingencies are beyond students and the instructor’s control AND are not foreseeable, students should contact the instructor immediately afterward. The instructor and the student will discuss alternative ways for the missing portion.
After you take a quiz, you should see a green exclamation mark icon on your Canvas grade book. If you do not see one, please contact the instructor immediately to resolve this issue.
Reflection and Case Studies (80 points)
There will be eight reflection or case study assignments related to course topics. The instructor will upload a script or video on Canvas for each topic. Students are required to provide a critical analysis of each case from a practical perspective.
Online Discussion (40 points)
There will be four online discussions on course topics. The instructor will post various discussion questions on Canvas. Students are expected to answer these questions and engage critically with the responses of their peers. 
Cumulative Final Report (30 points)
As part of the course requirements, students are required to complete an individual project assignment. This project involves analyzing the 7P's service components in a selected case and requires the submission of a written report. For additional details, please refer to the project guidelines.
Final Exam (50 points)
A comprehensive final exam will be administered during the designated final exam week. The exam will assess students’ understanding of key concepts, theories, and applications covered throughout the course, including lectures, readings, discussions, and assignments. Additional details regarding the exam format, coverage, and schedule will be provided later in the semester.
Course Statements and Policies
Freedom of Expression
In this course, we are committed to fostering a learning environment that values intellectual diversity, encourages free expression, and promotes open inquiry. As members of the Ball State Community, we treat each person in the Ball State community with civility, courtesy, compassion, and dignity and respect and learn from differences in people, ideas, and opinions. Please review Ball State University’s Statement on Freedom of Expression, the resources on Ball State’s Freedom of Expression webpage, and Ball State’s Beneficence Pledge.
Extra Credit Statement
This instructor reserves the right to award up to 30 bonus points to students that make an above average contribution to the success of this class. These points will be awarded to persons who actively participate in online activities and discussions. These points are also awarded to students who participate in various bonus point activities (e.g., survey participation). These points will be awarded at the end of the course and added to the aggregate score of the exams and assignments.
Canvas Participation Policy  
As this is an online course, students are expected to log into Canvas regularly. However, simply logging in on a weekly basis does not satisfy the attendance requirement. Students are encouraged to actively engage with the course each week through meaningful activities such as watching recorded lecture videos, participating in discussion boards, submitting assignments, or completing other designated tasks that demonstrate consistent attendance and engagement.
Communication Policy
Questions of a personal nature, such as questions about your grade or anything personal intended for the instructor, please use your BSU email. 
· The instructor will try to return email from your official BSU address, within 24 hours during business days and within 48 hours on the weekend. I will read every discussion post, but I don't always personally comment on the posts.
· The instructor will make every effort to grade your quizzes, assignments, and discussions no later than within 5 business days of submission.
· Please feel free to email me before that time if you have any questions or concerns about your performance in class.

Assignment Submission Policy
· All assignments should be submitted as Word documents with extensions of .doc or .docx unless otherwise indicated in the assignment description.
· Assignments, unless otherwise indicated, should be submitted using the assignment link in the module. 

Generative AI Statement
Broader Use of Generative AI Permitted/Encouraged Within Specified Guidelines 
The use of Generative AI tools, like Gemini, Perplexity, or ChatGPT, is encouraged/permitted in this course for students who wish to use them. As appropriate, each assignment will have suggested ways to ethically use AI tools. You may choose to use AI tools to help brainstorm assignments or projects or to revise existing work you have written. However, you must cite any AI-generated material that informed your work. You may NOT turn in AI generated writing as a final version of your work. It should always be edited to reflect your own voice. Using an AI tool to generate content without proper attribution constitutes a violation of Ball State University’s Student Academic Ethics Policy.] 
Selected/Assisted Use of AI
The instructor may use AI for updating materials, analyzing data, or improving efficiency in this course, but not as a core part of my instruction.
Student Academic Ethics Policy
Honesty, trust, and personal responsibility are fundamental attributes of the university community. Academic dishonesty and other forms of academic misconduct threaten the foundation of an institution dedicated to the pursuit of knowledge and will not be tolerated. To maintain its credibility and reputation, and to equitably assign evaluations of scholastic and creative performance, Ball State University is committed to maintaining a climate that upholds and values the highest standards of academic integrity. Visit the VPAA’s academic integrity website (Students tab) for resources on understanding academic integrity, citing sources properly, and avoiding inadvertent academic dishonesty. To learn about BSU’s academic integrity expectations and students’ rights, please read the University Student Academic Ethics Policy. 
Academic integrity violations include giving or receiving an unfair academic advantage (cheating), presenting someone else’s ideas or work as your own (plagiarism), and falsifying academic records. Unless otherwise indicated, you must work independently by yourself. Check with me if you are unsure whether something constitutes academic dishonesty.

Examples of academic integrity violations include but are not limited to:  
· Using resources not authorized by the faculty member (including devices, AI tools, hidden notes, and open books) 
· Using commercial study websites to find answers to graded assignments (Chegg, Course Hero, StudyPool, OneClass, etc.). 
· Without the instructor’s written permission, giving away, buying, or selling graded assignments, class notes, exams, study guides, or other course materials to other students or to third-party vendors (Course Hero, Chegg, 24HourAnswers, etc.).
· Working with another person on any assignment other than authorized group projects. 
· Sharing or allowing others to access your files. 

Proctoring
This course will require the use of the Respondus LockDown Browser and Monitor for online exams and quizzes. Watch this short video to get a basic understanding of LockDown Browser and the optional webcam feature (which may be required for some exams.) Instructions for obtaining the software can be found in our course. 
University Statements and Policies
Ball State First Day
This course is part of our course material delivery program, Ball State First Day. The bookstore will provide each student with a convenient package containing all required physical books and any digital materials will be integrated into Canvas for this course.

You should have received an email from the bookstore confirming materials provided for each of your courses and asking you to select how you would like to receive any printed components (in-store pick up or home delivery). If you haven't done so already, please confirm your fulfillment preference so the bookstore can prepare your materials. Students who do not want to participate in the First Day program may choose to opt out.

Table 3 This table summarizes the course material delivery methods and provides directions for accessing eBooks, courseware, and publisher-integrated learning resources through Canvas or external platforms.
	To access your digital materials within Canvas:

Comparison of different delivery methods and their effectiveness.
	Delivery Method
	Direction

	eBook
	Select the “Course Materials” link

	Courseware – SSO Partner Integration
	Select the “Course Materials” link

	Courseware – Access Code Reveal
	Reveal the access code in the “Course Materials” link and redeem the code at the link provided on that page,
or in the publisher’s integration in Canvas

	Courseware – Publisher Direct
	Select the publisher’s link in your course



University Statement
We are committed to ensuring that all members of the community are welcome, through valuing the various experiences and worldviews represented at Ball State and among those we serve. We promote a culture of respect and civil discourse. 
Diversity Statement
Ball State University aspires to be a university that attracts and retains a diverse faculty, staff, and student body. We are committed to ensuring that all members of the community are welcome, through valuing the various experiences and worldviews represented at Ball State and among those we serve. We promote a culture of respect and civil discourse as expressed in our Beneficence Pledge and through university resources found here.
Disability Statement
If you need accommodations due to a disability, please contact me as soon as possible. Ball State's Disability Services office coordinates services for students with disabilities. Documentation must be on file with Disability Services before accommodations can be provided. Contact Disability Services at 765-285-5293 or dsd@bsu.edu
Freedom of Expression 
In this course, we are committed to fostering a learning environment that values intellectual diversity, encourages free expression, and promotes open inquiry. As members of the Ball State Community, we treat each person in the Ball State community with civility, courtesy, compassion, and dignity and respect and learn from differences in people, ideas, and opinions. Please review Ball State University’s Statement on Freedom of Expression, the resources on Ball State’s Freedom of Expression webpage, and Ball State’s Beneficence Pledge. 
[bookmark: _Hlk229392923]
Title IX 
Ball State University is committed to providing a safe and inclusive learning environment for all students. If you or someone you know has experienced sexual harassment—including sexual assault, dating violence, domestic violence, or stalking, please know that you are not alone. The University offers support services and resources. For more information or to report an incident, please visit bsu.edu/titleix or contact the Title IX Coordinator at 765-285-1545 or at titleix@bsu.edu.
As your instructor, I am a mandatory reporter under the Title IX policy and required to report any information I receive about possible sexual harassment. This includes information shared in class discussions, assignments, or private conversations. 
What happens after I report? The Title IX Coordinator will email the person who experienced sexual harassment (complainant) and invite them to schedule a meeting. If the complainant chooses to meet with the Title IX Coordinator, 
· Title IX Coordinator will offer supportive measures (e.g., counseling, extensions on deadlines, course-related adjustments, changes to work or class schedules, and/or referrals to campus offices), review the policy, and discuss options to move forward. 
· If a complaint is filed by the complainant or the University, an investigation will begin following University policy. 

Ball State Academic Ethics
Honesty, trust, and personal responsibility are fundamental attributes of the university community. Academic dishonesty and other forms of academic misconduct threaten the foundation of an institution dedicated to the pursuit of knowledge and will not be tolerated. To maintain its credibility and reputation, and to equitably assign evaluations of scholastic and creative performance, Ball State University is committed to maintaining a climate that upholds and values the highest standards of academic integrity. Visit the VPAA’s academic integrity website (Students tab) for resources on understanding academic integrity, citing sources properly, and avoiding inadvertent academic dishonesty. To learn about BSU’s academic integrity expectations and students’ rights, please read the University Student Academic Ethics Policy. 
Grading Policy
It is my policy that appropriate evaluation of your academic performance is an integral part of your learning experience. In the absence of mistake, fraud, bad faith or incompetence, I will be the key decision-maker on the assignment of grades. For information concerning grade appeals, consult the Ball State website.
If you believe you received a final course grade that does not reflect your performance due to fairness or a procedural issue, you have the right to file an appeal within 5 school days after final grades are posted by the Office of the Registrar. Review the University Grade Appeal Policy and Process.]

University Grade Appeal Policy
If you believe you received a final course grade that does not reflect your performance due to fairness or a procedural issue, you have the right to file an appeal within 5 school days after final grades are posted by the Office of the Registrar. Review the University Grade Appeal Policy and Process.]
Academic Support Services
The Learning Center
The Learning Center offers free Tutoring and Academic Coaching for many courses at Ball State. Students can make appointments for online (Zoom) or in-person (NQ 350) appointments. To make an appointment, visit myballstate.bsu.edu and click on “Navigate” in the Academic Tools section, or just go directly to bsu.navigate.eab.com. 

Testing accommodations for students with disabilities are available for students who have received the appropriate documentation from Disability Services. Tests may be administered in the Learning Center.   
Supplemental Instruction is available in select courses. If you have an SI leader for your course, that person will provide students with information the first week of school regarding weekly study sessions. For more information about Learning Center programming, visit bsu.edu/learningcenter or call 765-285-1006. Follow us on Instagram: BallStateLC. 

The Writing Center
All writers improve with practice and feedback, so as a student in this course, you are encouraged to use the Writing Center (in Robert Bell 295, Bracken Library, or online) to get additional feedback on your writing. To schedule a free appointment to discuss your writing, go to www.bsu.edu/writingcenter. Online and in-person appointments are available seven days a week; however, plan ahead because appointments book quickly!
Student Success Coaching
University College now offers free professional Student Success Coaching to help students gain insight into themselves as they pursue success academically and personally. Through discovery and curiosity, coaches partner with students to develop the necessary tools to create a thriving experience at Ball State and beyond. Students can schedule appointments with a Success Coach through Navigate. 

The Basic Needs Hub
If you are having difficulty affording enough food, do not have a safe and reliable place to sleep, and/or experiencing an emergency or crisis, help is available through the Basic Needs Hub. The Basic Needs Hub has information, resources, and provides individualized support to students.  To talk with a supportive staff member about your experience, receive one on one assistance, or learn more about resources, you can submit a Basic Needs Assistance Form. 

The Counseling Center 
The Ball State University Counseling Center offers free and confidential services to all students. The Counseling Center is located in Lucina Hall, Room 320. To schedule an appointment, you can contact us at 765-285-1736. Ball State also offers a 24/7 Crisis Line, which can be reached at 765-285-HOPE (4673). The Crisis Line is a mental health resource for those who are struggling with any mental health concerns, including thoughts of self-harm and/or suicide. 

The Speaking Center  
The Speaking Center is a free resource available to all members of the BSU community wanting to improve their public speaking abilities. We offer personalized coaching designed to help you become a more confident and effective speaker. Our trained coaches provide constructive feedback and support throughout the entire speech preparation process, whether you are in the early stages of brainstorming ideas and organizing your thoughts, or you need to practice your delivery and refine your message.  

The Center is in the David Letterman Communication and Media Building, room 302. To schedule an appointment, please access us through your Navigate app or use this direct link to sign up for a time. Appointments are available both in person and on Zoom.  Appointments are available in person, on Zoom, and in virtual reality (VR) for those interested in practicing in an immersive speaking environment.

Office of Student Conduct
Frequent issues such as grade appeals, bereavement leave, ethics policies, the Code of Student Rights and Responsibilities, and more are outlined here.   
  
If you have a concern for or about a student, a perfect place to start is to submit a report about your situation to the Office of the Dean of Students using the Student of Concern Report. This allows for effective and efficient data-gathering and dissemination to direct assistance to students as soon as possible.  Emergencies or incidents that pose an imminent risk of harm should still be reported to Ball State Police immediately at (765) 285-1111 or 911.
Canvas and Student Privacy
Canvas Accessibility
Canvas provides a user experience that is easy, simple, and intuitive. Special attention has been paid to making Canvas screen-readable. The Rich Content Editor encourages users to create accessible content pages (i.e. text formatting is accomplished using styles). Canvas is designed to allow limited customization of colors and schemes to be accessible for all users. The National Federation of the Blind granted Canvas the Gold Level Web Certification in 2010. 
Find more information by visiting the Canvas Voluntary Product Accessibility Template (VPAT). 
FERPA and Privacy
As a student, your educational records are considered confidential. Under FERPA (Family Educational Rights and Privacy Act), your records are confidential and protected. Under most circumstances, your records will not be released without your written and signed consent. However, some directory information may be released to third parties without your prior consent unless a written request to restrict this is on file. You can learn more about student rights to privacy by reading Ball State's FERPA and Privacy and Protection. 
Video Conferencing Recording
In this class, software may be used to record live class discussions. As a student in this class, your participation in live class discussions may be recorded. These recordings typically will be made available only to students enrolled in the class, to assist those who cannot attend the live session or to serve as a resource for those who would like to review content that was presented. Students who prefer to participate via audio only will be allowed to disable their video camera so only audio will be captured. Students who prefer to listen only must disable their audio capability and visual camera. If you have concerns, please discuss these options with me. 
Assurance of Learning (AOL)
The Miller College of Business is committed to ensuring that every student graduating with a business degree is competent in five areas that are crucial to success in business. These learning goals can be easily remembered with the acronym C-KITE (Communication, Knowledge, Integration, Technology, and Ethics).
Communication: Miller College Graduates will be able to communicate appropriately in a professional context. Specifically, they will be
Effective oral communicators who can: organize a presentation; use transitions; avoid verbal pauses; maintain audience interest; use eye contact, body language, and use visual aids effectively
Effective written communicators who can: introduce the main idea; provide closure consistent to the main idea; use content to support the main idea; use transitions and emphases; maintain connections between ideas; use organizational structure effectively (paragraphs, flow); effectively use diction and conventions; and avoid spelling and grammatical errors
Knowledge: Miller College Graduates will demonstrate basic knowledge in
· Operations
· Marketing
· Finance
· Management
· Accounting
· Economics
Integration: Miller College Graduates will be able to integrate business knowledge in decision making. They will be able to
· Identify issues confronting the organization
· Synthesize and analyze available information
· Draw well-reasoned inferences and judgments for courses of action
· Design a plan for implementing the course of action
Technology: Miller College Graduates will be able to obtain, manage and communicate data effectively. They will be able to
· Analyze data for information to support decision-making using technology
· Identify common data security risks and safeguards
· Use common cloud technologies to collaborate on projects effectively
Ethics: Miller College Graduates will be able to recognize and resolve ethical dilemmas. They will demonstrate an ability to
· Identify an ethical dilemma in a business situation
· Identify relevant stakeholders
· Assess potential consequences to the stakeholders
· Recognize the importance of making ethical decisions
In this class, you will demonstrate
· Communication, by weekly written essays and a final project report.
· Knowledge, by mastering basic cost-related concepts in the hospitality industry.
· Ethics, by reading an industry case and identifying and recommending solutions to an operational problem.


Fall 2026: Course Schedule
This syllabus and schedule are subject to change in the event of extenuating circumstances. 
1. Table 4 This table presents the weekly course schedule, including major service marketing and customer service topics, along with the corresponding textbook chapters and readings assigned throughout the semester.
	Weeks
	Topic
	Reading 

	1
	   The World of Customer Service
   New Perspectives on Marketing in the Service Economy
	Introduction/Ch. 1

	2
	   Consumer Behavior in a Service Context
	Ch. 2

	3
	   Positioning Services in Competitive Markets
	Ch. 3


	4
	   Developing Service Products
	Ch. 4

	5
	   Distributing Services Through Physical and Electronic Channels
	Ch. 5

	6
	   Service Pricing Strategies
	
Ch. 6


	7
	   Promoting Services and Educating Customers
	Ch. 7

	8
	   Designing and Managing Service Processes
	Ch. 8

	9
	   Balancing Demand and Productive Capacity
	Ch. 9

	10
	   Crafting the Service Environment
	Ch. 10

	11
	   Managing People for Service Advantage
	Ch. 11


	12
	   Managing Customer Relationships & Building Loyalty
	
Ch. 12


	13
	   Complaint Handling and Service Recovery
	Ch. 13

	14
	   Comprehensive Review (The7P’s Marketing Mix)
   Course Project Discussion/Volunteer Presentations
	Ch. 14
Required supplemental readings

	15
	   Final exam
	All chapters


1. No classes – Labor Day (Sep 7); Fall break (Oct 12 -13); Thanksgiving break (Nov 25–29).

Assignment and Examination Schedule
Table 5 This table outlines the weekly assignment schedule for the course, including project assignments, quizzes, discussions, reflections, case studies, readings, and corresponding due dates throughout the semester.
	Weeks
	Assignment
	Reading
	Due Date 

	1
	Self-introduction/Online discussion 1
	Introduction
Ch. 1
	11:59 pm, Aug 30

	2
	Email the name of the target case
Quiz 1, Reflection 1
	Chs. 1 - 2
	11:59 pm, Sep 6

	3
	Weekly assignment 1
Case study 1
	Ch. 3

	11:59 pm, Sep 13

	4
	Weekly assignment 2
Quiz 2, Online discussion 2
	Ch. 4

	11:59 pm, Sep 20

	5
	Weekly assignment 3
Quiz 3, Reflection 2
	Ch. 5

	11:59 pm, Sep 27

	6
	Weekly assignment 4
Quiz 4, Case study 2
	
Ch. 6

	11:59 pm, Oct 4

	7
	Weekly assignment 5
Quiz 5, Online discussion 3
	Ch. 7
	11:59 pm, Oct 11

	8/9
	Weekly assignment 6
Quiz 6, Reflection 3
	Chs. 8 - 9
	11:59 pm, Oct 25

	10
	Weekly assignment 7
Quiz 7
	Ch. 10
	11:59 pm, Nov 1

	11
	Weekly assignment 8
Quiz 8, Case study 3
	Ch. 11
	11:59 pm, Nov 8

	12
	Weekly assignment 9
Online discussion 4
	
Ch. 12
	11:59 pm, Nov 15

	13
	Reflection 4
Quiz 9
	Ch. 13
	11:59 pm, Nov 22

	14
	Case study 4
Quiz 10
Cumulative Final Project
	Ch. 14
Required supplemental readings
	11:59 pm, Dec 6

	15
	Final Exam (Available Online December 8–10)
	
	Dec 7 – Dec 11



Fall 2026 HOSP 210-8:
PROJECT ASSIGNMENT INSTRUCTION

The Objective of the Individual Project
As part of a high-impact practice course focused on student research, the primary goal of this project assignment is to identify and describe the seven elements of the extended marketing mix—product, place, price, promotion, process, physical environment, and people—and to explore how each relates to customer service components within a selected service case. This final project is designed to help students understand the role of each 'P' in the extended marketing mix as it applies to service-based businesses.
Directions: You will learn about the 7 P’s of extended service marketing (Product, Place, Price, Promotion, Process, Physical environment, and People) over this fall semester. Based on your understanding of each P in the extended marketing mix, you will be required to investigate not only the current utilization/application of each P in your selected case but also discuss the role of each P in enhancing customer satisfaction and loyalty. To complete this project, please follow the four steps below:

1. Selection of Target Company for Weekly Project Assignments
Step 1: Select a target case within the service sector, such as hospitality (e.g., McDonald’s, Marriott Hotel, Homecoming event, Starbucks), property facilities (e.g., Village Promenade, Maplewood Guest House), retail (e.g., Walmart, Costco), or destination-based companies or brands (e.g., Las Vegas, Orlando, Colorado). Note: All weekly project assignments throughout the semester will be completed exclusively using your selected target case.

Step 2: Please email me JUST the name of the target case that you wish to choose by 11:59pm (CST), October 11 2026 or earlier.

2. Weekly Assignment
Step 3: If you are allowed to use your selected case, go to the case’s website (or access other information sources) and be prepared to explore how they market their product using each of the 7 P’s of marketing in a step-by-step process.

Step 4: Start each assignment for your selected case regarding the 7 P’s marketing mix (a minimum of 250 words for each of the 7 P’s) on a weekly basis. Note: any unethical writing practices in assignments will result in a score of zero. This includes copying and pasting content from other sources or using AI tools (e.g., ChatGPT) to generate responses.
3. Cumulative Final Project
Step 5: Students are required to submit the cumulative final project report to the Canvas site by 11:59 pm, December 6 (tentative).

NOTE: An individual student will be required to complete a series of project assignments throughout this Spring 2026 semester. Once an individual submits his or her assignments to the Canvas site, the instructor will give him or her some comments for each assignment. The final project report will be cumulative paper including all of the assignments you will complete throughout the semester.
