2023 - 2024 / OOTO160 - Service Management and Customer Service / Service Management and Customer Service

GENEL TANIM / GENERAL DESCRIPTION

Ders Adi / Course Name

Service Management and Customer Service / Service Management and Customer Service

Ders Kodu / Course Code

O0TO160

Ders Tirii / Course Type

Ders Seviyesi / Course Level

Associate / Associate

Ders Akts Kredi / ECTS 5.00
Haftalik Ders Saati (Kuramsal) / 2.00
Course Hours For Week

(Theoretical)

Haftalik Uygulama Saati / Course 0.00
Hours For Week (Objected)

Haftalik Laboratuar Saati / Course 0.00

Hours For Week (Laboratory)

Dersin Verildigi Yl / Year

1

Ogretim Sistemi / Teaching System

Daytime Class / Daytime Class

Egitim Dili / Education Language

On Kosulu Olan Ders(ler) /
Precondition Courses

On kosul olan ders yoktur.

There is no prerequisite for this course.

Amaci / Purpose

Calisma hayatini, servis isletmeciligini ve musteri iligkilerini detayli bir sekilde 6gretmek ve
algilatmak.

To teach and perceive working life, service management and customer relations in
detail.

igerigi / Content

1-Miisteri iliskileri Yénetimi

2-Msterilerle iletisim ve Boyutlan

3-Hizmetlerde Misteri Bagliig ve Kalite

4-Misteri iliskilerinde Stratejik Yaklasim

5-Miisteri iliskilerinin Planlamasi ve Uygulama Siireci

6-Miisteri iligkileri Yénetimi Uygulamalan ve Misteri iliskilerinde Karsilasilan Sorunlar ve
Cozimleri

7-Satis sonrasi hizmetlerde servis isletmeciligi ve nemi

8-Ara sinav

9-Calisma yasalari ve Servis isletmesinin galismasi isin gerekli kanuni yaptinmlar
10-Calisanlarin kanuni haklari ve yiktumlulikleri

11-Servis is akis organizasyonu ve Calisma talimatlar ve is tanimlar

12-Calisanlarin egitimi, gelisimi, kariyer planlamasi

13-Yapilan islerin/caligmalarin takibi ve organizasyonu ve Servis iglemlerinin raporlanmasi
14-Servislere gelen taleplerin degerlendiriimesi ve karsilama yollar ve Tiketici yasasina
gore tuketici haklar

15-Final

1- Customer Relationship Management

2- Communication with Customers and Its Dimensions

3- Customer Loyalty and Quality in Services

4- Strategic Approach in Customer Relations

5- Planning and Implementation Process of Customer Relations

6- Customer Relationship Management Practices, Problems Encountered in Customer
Relations and Solutions

7- Service management and its importance in after-sales services

8- Midterm exam

9- Labor laws, the necessary legal sanctions for the operation of the service business
10- Legal rights and obligations of employees

11- Service work flow organization and Work instructions and job descriptions

12- Training, development, career planning of employees

13- Follow-up and organization of the works / works done, Reporting of service
operations

14- Evaluation of the requests to the services and ways of meeting them, consumer
rights according to the consumer law

15- Final

Onerilen Diger Hususlar /
Recommended Other
Considerations




Staj Durumu / Internship Status

15/30 is guinii staj veya staj projesi

15/30 working days internship or internship project

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

Miisteri iligkileri Yénetimi, T.C. ANADOLU UNIVERSITESI YAYINI NO: 3001, Miisteri iligkileri Yénetimi, T.C. ANADOLU UNIVERSITESI YAYINI NO: 3001,

ACIKOGRETIM FAKULTESI YAYINI NO: 1954
Otomoitiv ile ilgili cesitli makaleler ve kitaplar.

ACIKOGRETIM FAKULTESI YAYINI NO: 1954
Various articles and books about automotive.

Ogretim Uyesi (Uyeleri) / Faculty
Member (Members)

Ogr. Gér. Elif BALTA

Lecturer Elif BALTA

OGRENME GIKTILARI / LEARNING OUTCOMES

1 Tiketici yasasina gore tiiketici haklari. Consumer rights according to consumer law.
2 Sozlu, telefonla ve yazili iletisim kurallan ve temel iletisim bilgilerini kavrar.
3 Servis is akis organizasyonu, calisma talimatlar ve is tanimlar, ¢calisanin egitimi, gelisimi, kariyer Service work flow organization, work instructions and job descriptions, employee training,

planlamasi gibi islerin takibi ve organizasyonu, servis iglemlerinin raporlanmasi.

development, career planning, follow-up and organization of work, reporting service operations.

4 Caliganin kanuni haklari ve yukumlulukleri kavrar.

Understands the legal rights and obligations of the employee.

5 Calisma yasalarini ve servis isletmesinin ¢alismasi isin gerekli kanuni yaptinmlari bilir.

Knows the labor laws and the legal sanctions necessary for the operation of the service business.

HAFTALIK DERS ICERIGi / DETAILED COURSE OUTLINE
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Hafta / Week

Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
1 Musteri iligkileri Yénetimi
Customer Relationship Management
. . gretim Yont .. _—
Teorik Dersler / Theoretical Uygulama Lab '(I:')gl:ﬁi;(?;ri/(?l'r;:cmi\rgz Methods On Hazirlik / Preliminary
Techniques
2 Msterilerle iletisim ve Boyutlan
Communication with Customers and Its Dimensions
Teorik Dersler / Theoretical Uygulama Lab ?g;ﬁiﬁ:ﬁgtsgig Methods On Hazirlik / Preliminary
Techniques
3 Hizmetlerde Musteri Baghhgi ve Kalite
Customer Loyalty and Quality in Services
. . Ogretim Yont - _
Teorik Dersler / Theoretical Uygulama Lab Tgl:ﬁill(rlgri/?rgsgig Methods On Hazirlik / Preliminary
Techniques
4 Msteri iligkilerinde Stratejik Yaklasim
Strategic Approach in Customer Relations
gretim YO .
Teorik Dersler / Theoretical Uygulama Lab Ogretim Yontem ve On Hazirlik / Preliminary

Teknikleri/Teaching Methods
Technigues

5 5-Miisteri iligkilerinin Planlamasi ve Uygulama Siireci

Planning and Implementation Process of Customer Relations
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
6 Misteri iligkileri Yénetimi Uygulamalar ve Miisteri iliskilerinde
Karsilasilan Sorunlar ve Céziimleri
Customer Relationship Management Practices, Problems
Encountered in Customer Relations and Solutions
gretim YO "
Teorik Dersler / Theoretical Uygulama Lab '?glzﬁgll(rlnerils)l'gt:é?]i\rgz Methods On Hazirlik / Preliminary
Technigues
7 Satis sonrasi hizmetlerde servis isletmeciligi ve 6nemi
Service management and its importance in after-sales services
. . Ogretim Yoéntem ve . o
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
8 Ara sinav
Midterm exam
gretim YO "
Teorik Dersler / Theoretical Uygulama Lab 'Cl')glzﬁmqeri/(')l'gt:cr:?\i\r,lz Methods On Hazirlik / Preliminary
Technigues
9 Calisma yasalari ve Servis isletmesinin galismasi isin gerekli kanuni
yaptinmlar
Labor laws, the necessary legal sanctions for the operation of the
service business
. . Ogretim Yoéntem ve x .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
10 Calisanlarin kanuni haklari ve yikimlilikleri
Legal rights and obligations of employees
. . gretim Yont N -
Teorik Dersler / Theoretical Uygulama Lab '?eglzﬁill(r;;ri/(?rr;aeg;i\r/\z Methods On Hazirlik / Preliminary
Techniques
11 Servis is akis organizasyonu ve Calisma talimatlan ve is tanimlari

Service work flow organization and Work instructions and job
descriptions
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
12 Calisanlarin egitimi, gelisimi, kariyer planlamasi
Training, development, career planning of employees
gretim YO .
Teorik Dersler / Theoretical Uygulama Lab '?glzﬁgll(rlnerils)l'gt:é?]i\rgz Methods On Hazirlik / Preliminary
Technigues
13 Yapilan iglerin/galigmalarin takibi ve organizasyonu ve Servis
islemlerinin raporlanmasi
Follow-up and organization of the works / works done, Reporting of
service operations
. . Ogretim Yont - .
Teorik Dersler / Theoretical Uygulama Lab Tgl:ﬁill(l?;ri/s)rgsgiﬁz Methods On Hazirlik / Preliminary
Techniques
14 Servislere gelen taleplerin degerlendirilmesi ve karsilama yollar ve
Tiketici yasasina gore tuketici haklari
Evaluation of the requests to the services and ways of meeting them,
consumer rights according to the consumer law
gretim YO .
Teorik Dersler / Theoretical Uygulama Lab 'Cl')glzﬁmqeri/(')l'gt:cr:?\i\r,lz Methods On Hazirlik / Preliminary
Technigues
15 Final
Final
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DEGERLENDIRME / EVALUATION

Katki Yiizdesi /

Yariyil (Yil) igi Etkinlikleri / Term (or Year) Learning Activities Nii)l/tlaér Percentage of
Contribution (%)
Ara Sinav / Midterm Examination 1 100
Toplam / Total: 1 100
Basar Notuna Katki Yiizdesi / Contribution to Success Grade(%): 40
Savi/ Katki Yuzdesi /
Yanyil (Yil) Sonu Etkinlikleri / End Of Term (or Year) Learning Activities Nun¥ber Percentage of

Contribution (%)

Final Sinavi / Final Examination 1 100
Toplam / Total: 1 100
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:
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IS YUKU / WORKLOADS

Siiresi | Toplam Is Yiikii
Son | S | Gaan o

(Hours) (Hour)
Ara Sinav / Midterm Examination 1 1.00 1.00
Ara Sinav igin Bireysel Calisma / Individual Study for Mid term Examination 1 20.00 20.00
Beyin Firtinasi / Brain Storming 1 10.00 10.00
Bireysel Calisma / Self Study 1 20.00 20.00
Final Sinavi / Final Examination 1 1.00 1.00
Final Sinavi igiin Bireysel Calisma / Individual Study for Final Examination 1 25.00 25.00
Okuma / Reading 1 18.00 18.00
Soru-Yanit / Question-Answer 1 15.00 15.00
Tartisma / Discussion 1 15.00 15.00
Toplam / Total: 9 125.00 125.00

Dersin AKTS Kredisi = Toplam g Yiikii (Saat) / 25.00 (Saat/AKTS) = 125.00/25.00 = 5.00 ~ 5.00 / Course ECTS Credit = Total Workload (Hour) / 25.00 (Hour / ECTS) = 125.00 / 25.00 = 5.00 ~ 5.00

718




PROGRAM VE OGRENME CIKTISI / PROGRAM LEARNING OUTCOMES

Ogrenme Ciktilari / Program Ciktilar / Program Outcomes
Hzailifg QUERES 111 (112113 [1.14 [ 115 [ 116 | 1.1.7 [1.1.8 | 1.1.9 [1.1.10[1.1.11[1.1.12[1.1.13|1.1.14

1.Tlketici yasasina gore
tiiketici haklari. / Consumer
rights according to consumer
law.

2.80zli, telefonla ve yazih
iletisim kurallar ve temel 2 1 1 1 1 1 1 1 1 5 1 1 1 5
iletisim bilgilerini kavrar. /

3.Servis is akis organizasyonu,
calisma talimatlari ve is
tanimlari, calisanin egitimi,
gelisimi, kariyer planlamasi gibi
islerin takibi ve organizasyonu,
servis islemlerinin
raporlanmasi. / Service work
flow organization, work
instructions and job
descriptions, employee
training, development, career
planning, follow-up and
organization of work, reporting
service operations.

4.Calisanin kanuni haklari ve
yukuamlilGkleri kavrar. /
Understands the legal rights 3 1 1 1 1 1 5 1 1 5 1 1 1 5
and obligations of the
employee.

5.Calisma yasalarini ve servis
isletmesinin ¢alismasi isin
gerekli kanuni yaptinmlan bilir. /
Knows the labor laws and the 3 2 1 1 1 3 5 1 1 2 1 1 1 5
legal sanctions necessary for
the operation of the service
business.

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