2023 - 2024 / OLOJ268 - Service Marketing / Service Marketing

GENEL TANIM / GENERAL DESCRIPTION

Ders Adi / Course Name

Service Marketing / Service Marketing

Ders Kodu / Course Code

OLOJ268

Ders Tirii / Course Type

Ders Seviyesi / Course Level

Associate / Associate

Ders Akts Kredi / ECTS 2.00
Haftalik Ders Saati (Kuramsal) / 1.00
Course Hours For Week

(Theoretical)

Haftalik Uygulama Saati / Course 2.00
Hours For Week (Objected)

Haftalik Laboratuar Saati / Course 0.00
Hours For Week (Laboratory)

Dersin Verildigi Yl / Year 2

Ogretim Sistemi / Teaching System

Evening Class / Evening Class

Egitim Dili / Education Language

On Kosulu Olan Ders(ler) /
Precondition Courses

On kosul bulunmamaktadir.

There are no prerequisites.

Amaci / Purpose

Hizmet sektorl ve hizmet pazarlamasindaki temel kavram ve konulari belirterek, hizmet
pazarlamasinin 6nemini ve gelismeleri ortaya koymak.

To reveal the importance and developments of service marketing by specifying the
basic concepts and issues in the service sector and service marketing.

igerigi / Content

“Hizmet”, “Hizmet Sektorl”, “Hizmet Pazarlamasi” kavramlari, hizmetlerin 6zellikleri,
hizmet sektériiniin glinimuizdeki 6nemi ve biiylime nedenleri, hizmetlerin siniflandirimasi,
hizmetlerin 6zellikleri, hizmet isletmelerinde pazarlamanin yeri ve 6nemi, hizmet isletmeleri
icin pazarlama stratejileri ve hizmet politikalari, hizmet isletmeleri icin pazarlama karmasi,
hizmet pazarlamasinda yeni yaklagimlar: hizmet kalitesi, iligkisel pazarlama.

“Service”, “Service Sector”, “Service Marketing” concepts, characteristics of services,
the importance of the service sector today and its reasons for growth, the classification
of services, the characteristics of services, the place and importance of marketing in
service businesses, marketing strategies and service policies for service businesses,
service businesses for marketing mix, new approaches in service marketing: service
quality, relationship marketing.

Onerilen Diger Hususlar /
Recommended Other
Considerations

Staj Durumu / Internship Status

15 Is glinii/Bitirme Projesi

15 Working days/Completion Project

Kitabi / Malzemesi / Onerilen
Kaynaklar / Books / Materials /
Recommended Reading

Hizmet Pazarlamasi ve Stratejileri-Remzi Altunigik

Hizmet Pazarlamasi ve Stratejileri-Remzi Altunigik

Ogretim Uyesi (Uyeleri) / Faculty
Member (Members)




OGRENME GIKTILARI / LEARNING OUTCOMES

Hizmet sektori ve hizmet pazarlamasi kavrami kavranir. The concept of service industry and service marketing is comprehended.
Hizmet kalitesinde fiziksel gostergeler incelenir. Physical indicators of service quality are examined.
Beklenen kalite ve algilanan kalite kavramlari degerlendirilir. Expected quality and perceived quality concepts are evaluated.

HAFTALIK DERS iGERIGi / DETAILED COURSE OUTLINE

217




Hafta / Week

Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
1 Hizmet sektdrinin gelisimi ve 6nemi Ornek Olay incelemesi
The development and importance of the service sector Case Study
. . gretim Yont .. _—
Teorik Dersler / Theoretical Uygulama Lab '(I:')gl:ﬁi;(?;ri/(?l'r;:cmi\rgz Methods On Hazirlik / Preliminary
Techniques
2 Hizmet kavrami, 6zellikleri ve siniflandiriimasi Ornek Olay incelemesi
Service concept, features and classification Case Study
Teorik Dersler / Theoretical Uygulama Lab ?g;ﬁiﬁ:ﬁgtsgig Methods On Hazirlik / Preliminary
Techniques
3 Hizmet pazarlamasi ve pazarlama karmasi Ornek Olay incelemesi
Service marketing and marketing mix Case Study
. . Ogretim Yont - _
Teorik Dersler / Theoretical Uygulama Lab Tgl:ﬁill(rlgri/?rgsgig Methods On Hazirlik / Preliminary
Techniques
4 Hizmet pazarlamasinda personel, misteri ve fiziksel kanitlar Ornek Olay incelemesi
Personnel, customer and physical evidence in service marketing Case Study
gretim YO .
Teorik Dersler / Theoretical Uygulama Lab Ogretim Yontem ve On Hazirlik / Preliminary

Teknikleri/Teaching Methods
Technigues

5 Bir Grlin olarak hizmet

Ornek Olay incelemesi

Service as a product

Case Study
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
6 Hizmetlerin fiyatlandirnimasi Ornek Olay incelemesi
Pricing of services Case Study
. . Ogretim Yontem ve = .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Technigues
7 Hizmetlerde dagitim Ornek Olay incelemesi
Distribution in services Case Study
. . Ogretim Yoéntem ve . o
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
8 Ara Sinav
Midterm
gretim YO "
Teorik Dersler / Theoretical Uygulama Lab 'Cl')glzﬁmqeri/(')l'gt:cr:?\i\r,lz Methods On Hazirlik / Preliminary
Technigues
9 Hizmetlerde tutundurma Ornek Olay incelemesi
Promotion in services Case Study
. . Ogretim Yoéntem ve x .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
10 Hizmet isletmelerinde talep ve kapasite yonetimi Ornek Olay incelemesi
Demand and capacity management in service businesses Case Study
. . gretim Yont R -
Teorik Dersler / Theoretical Uygulama Lab '?eglzﬁill(r;;ri/(?rr;aeg;i\r/\z Methods On Hazirlik / Preliminary
Techniques
11 Hizmet kalitesi Ornek Olay incelemesi

Service quality

Case Study
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
12 |Hizmet kalitesi gelistirme stratejileri Ornek Olay incelemesi
Service quality improvement strategies Case Study
Ogretim Yonte| x -
Teorik Dersler / Theoretical Uygulama Lab Tglzﬁill(lerils)l'gaé?]i\rgz Methods On Hazirlik / Preliminary
Technigues
13 Yeni Yaklasim - Pazarlamanin 8P’si Ornek Olay incelemesi
New Approach - 8Ps of Marketing Case Study
Ogretim Yont - .
Teorik Dersler / Theoretical Uygulama Lab Tgl:ﬁill(l?;ri/s)rgsgiﬁz Methods On Hazirlik / Preliminary
Techniques
14 Hizmetlerde Rekabet Stratejileri Ornek Olay incelemesi
Competitive Strategies in Services Case Study
Ogretim Yoéntem ve - -
Teorik Dersler / Theoretical Uygulama Lab Tgknill(leri/Teachi\r,lg Methods On Hazirlik / Preliminary
Technigues
15 Final Sinavi

Final examination

517




DEGERLENDIRME / EVALUATION

Katki Yiizdesi /

Yariyil (Yil) igi Etkinlikleri / Term (or Year) Learning Activities Ni?]}./t')ér Percentage of
Contribution (%)
Ara Sinav / Midterm Examination 100
Toplam / Total: 100
Basar Notuna Katki Yiizdesi / Contribution to Success Grade(%): 40

Yanyil (Yil) Sonu Etkinlikleri / End Of Term (or Year) Learning Activities

Sayi /
Number

Katki Yuzdesi /
Percentage of
Contribution (%)

Final Sinavi / Final Examination 100
Toplam / Total: 100
Basari Notuna Katki Yiizdesi / Contribution to Success Grade(%): 60

Etkinliklerinin Basar Notuna Katki Yiizdesi(%) Toplami / Total Percentage of Contribution (%) to Success Grade: 100

Degerlendirme Tipi / Evaluation Type:

iS YUKU / WORKLOADS
Siiresi | Toplam Is Yiikii
. Sayi/ (Saat) / (Saat) / Total

SR Er e e Number | Duration Work Load

(Hours) (Hour)
Ara Sinav / Midterm Examination 1 1.00 1.00
Ara Sinav igin Bireysel Calisma / Individual Study for Mid term Examination 15 1.00 15.00
Final Sinavi / Final Examination 1 1.00 1.00
Final Sinavi igiin Bireysel Calisma / Individual Study for Final Examination 15 1.00 15.00
Ornek Vaka incelemesi / Case Study 18 1.00 18.00
Toplam / Total: 50 5.00 50.00

Dersin AKTS Kredisi = Toplam is Yiikii (Saat) / 25.00 (Saat/AKTS) = 50.00/25.00 = 2.00 ~ 2.00 / Course ECTS Credit = Total Workload (Hour) / 25.00 (Hour / ECTS) = 50.00 / 25.00 = 2.00 ~ 2.00
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PROGRAM VE OGRENME CIKTISI / PROGRAM LEARNING OUTCOMES

Ogrenme Ciktllan / Program Ciktilari / Program Outcomes
Healtilyg (Ol 111 (112113 [1.1.4 | 115 [ 116 | 1.1.7 | 1.1.8 | 1.1.9 [1.1.10[1.1.11

1.Hizmet sektorl ve hizmet
pazarlamasi kavrami kavranir. /
The concept of service industry 5 4 3 3 4 4 4 4 1 3 3
and service marketing is
comprehended.

2.Hizmet kalitesinde fiziksel
gostergeler incelenir. / Physical
indicators of service quality are
examined.

3.Beklenen kalite ve algilanan
kalite kavramlari
degerlendirilir. / Expected 4 5 3 3 4 5 4 5 1 3 4
quality and perceived quality
concepts are evaluated.

Katki Dlzeyi / Contribution Level : 1-Cok Duistik / Very low, 2-Diisiik / Low, 3-Orta / Moderate, 4-Yuksek / High, 5-Cok Yiiksek / Very high
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