
THE UNIVERSITY OF TEXAS AT TYLER 

 COLLEGE OF BUSINESS ADMINISTRATION 

 Spring 2021-second session 

 March 15 to April 30, 2021 

 

COURSE NUMBER: MARK 5360.702 

 

COURSE TITLE:  Advanced Services Marketing 

 

INSTRUCTOR:  Dr. Barbara Ross Wooldridge 

 

REQUIRED TEXT: Exceptional Service, Exception Profit: The Secrets of Building a 

Five-Star Customer Service Organization, Leonardo Inghilleri and 

Michal Solomon, ISBN #13-978-0-8144-1538-2 

 

COURSE DESCRIPTION: Marketing had its genesis from a goods perspective. In the 1970’s 

marketers acknowledged that services are different from goods and 

not all marketing theories worked regarding services marketing. 

New theories were needed and developed. This class will explore 

services marketing.  The class will facilitate your development of 

an understanding of how to become a successful services marketer. 

PREREQUISITE: none 

 

COURSE OBJECTIVES: 

1. KNOWLEDGE OBJECTIVES OF THIS COURSE INCLUDE: 

By the end of this course, the student should understand: 

1. Identify the basic concepts of service quality  

(WK2-WK7). 

2. Outline the basic differences between goods and services and the resulting challenges and 

opportunities for service businesses. (WK2, WK6). 

3. Be able to apply the frameworks and concepts) used in services (WK2, WK3, WK4, 

WK5, WK7). 

4. Outline and main components of service quality. (WK3). 

5. To apply essential service quality knowledge and skills in a real-world business setting 

(WK4, WK5, WK6, WK7). 

6. Apply your understanding of service quality via written assignments (WK2, WK4, 

WK6). 

  

CLASS MEETING: online 

 

TEACHING METHOD: online 

 

OFFICE & TELEPHONE NUMBER:  Soules College of Business, COB 350.23, 903-566-

7246, brosswoo@uttyler.edu 

 

OFFICE HOURS:  emails will be answer within 24 hours Monday – Thursday.  Emails 

received before 12:00 pm on Friday will be answered before 5:00 pm Friday.  Emails received 
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after 12:00 pm Friday will be answered the following Monday. 

 

E-MAIL COMMUNICATION:  To protect the privacy of students, the university requires that 

all e-mail communication with students be conducted through the University Patriot e-mail 

system.  It is the responsibility of the student to regularly check their Patriot e-mail address. 

 

 

COURSE SCHEDULE 

 

This is a tentative schedule and is subject to modification; if modified students will be 

notified via an announcement on CANVAS. PLEASE NOTE – except for week 1 which 

begins on Monday and week 7 which ends on Friday at 12:00 noon central time; all weeks 

begin on Sunday at 12:01 a.m. and end on Saturday at 11:59 p.m. Central Time. 

 
Date/Week Topics Assignments 

Week 1  
3/15 -3/20 
Monday to Saturday 
 

Classes Begin 
Complete Getting Started 
 

• Discussion Board (you must post your 
original post—no later than 3/16) 

• Obtain the book 

• Becoming familiar with MBTN website -be 
on lookout for email. 

• Complete the Getting Started Quiz with 
90% found in by clicking the START HERE 
button. 

Week 2 
3/21-3/27 
Sunday to Saturday 
 

Introduction to Services 
 

• Book Chapters 1 and 2 plus appendix A 

• Quiz 1 on Lecture Materials 

• Quiz 1 on Readings 

• DB 1 – Question 1 

Week 3 
3/28 – 4/3 
Sunday to Saturday 

Expectations and Perceptions in 
Services 

• Book Chapters 3 and 9 

• HBR Article 1 

• Quiz 2on Lecture Materials 

• Quiz 2 on Readings (book and articles) 
 

Week 4 
4/4 – 4/10 
Sunday to Saturday 

Listening to Customer and 
Building Relationships 
 

• Book Chapters 5, 10, and 11 

• HBR Article 2 

• Quiz3 on Lectures 

• Quiz 3 on Book and article 

• CLV 1 -complete problem set 1 & 2 

• DB2- Question 2 

Week 5 
4/11 – 4/17 
Sunday to Saturday 

Service Recovery and Service 
Development and Standards 

• Book Chapters 4, 6 and Appendix B and C 

• HBR Articles 3 & 4 

• Quiz 4on Lectures 

• Quiz 4 on Book and articles 

• CLV 1 -complete problem set 3 & 4 -entire 
module must be complete 

Week 6 
4/18 to 4/24 

The Role of Employees and 
Customers in creating Services 

• HBR Articles 5 & 6 

• Quiz 5 on Lectures 
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Sunday -Saturday • Quiz 5 on articles 

• DB3-Question 3 

Week 7 
4/25 to 4/30 
Sunday to Friday 

The Role of the Service 
Environment and Managing 
Demand 

• Book Chapters 7 and 8 

• Quiz 6on Lectures 

• Quiz 6 on articles 
 
Certification exam must be taken and 
passed with an 80% by 5/1 Friday at 12 
pm (noon) central time to earn bonus 
points.  To take the certification exam 
you must have completed module 2. 

 

IMPORTANT DATES: 

• MARCH 15 –CLASS BEGINS 

• APRIL 16 – LAST DAY TO WITHDRAWL 

• APRIL 30 – LAST DAY OF CLASS/SPRING AND FALL COMMENCEMENT 

 

 

 

EVALUATION:  

  

ITEM POINTS PENALTY IF NOT DONE 

Lecture Quizzes 420 (each quiz 70 points) 0 

Book and Article Quizzes 360 (each quiz 60 points) 0 

Introduction Discussion 

Board 1* 

0 -50 if not completed 

CLV Module 1 100 points -100 if not completed 

CLV Module 2   10 Bonus Points*** 

CLV Certification   20 Bonus Points*** 

Discussion Boards (3 x 40) = 120 -40 points for each not 

completed** 

Getting/Started Syllabus Quiz 0 Must be completed to unlock 

content 

TOTAL POINTS 1000  
*Introduction Discussion Board 1 is not graded, there is a 50-point penalty if you do not complete the 
assignment; there will also be a penalty if you do complete the entire assignment 
**if you do not complete an assignment you do not receive a zero, you will receive the negative value 
of the assignment. 
***the bonus point assignments are not supported -you must complete them on your own 
 

NO LATE ASSIGNMENTS ARE ACCEPTED 
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Final LETTER grades will then be assigned as follows:                  

      

FINAL POINTS  GRADE 

1,000 to 900 A 

899.9 to 800 B 

799.9 to 700 C 

699.9 to 600 D 

599.9 to 0 F 

*grades will not be rounded up 

 

 

COLLEGE OF BUSINESS STATEMENT OF ETHICS: 

The ethical problems facing local, national and global business 

communities are an ever-increasing challenge.  It is essential the College of 

Business and Technology help students prepare for lives of personal integrity,  

responsible cit izenship, and public  service.  In order to accomplish these goals, 

both students and faculty of the College of Business and Technology at The 

University of Texas at Tyler will:  

 

➢  Ensure honesty in all  behavior,  never cheating or knowingly giving false 

information.  

➢  Create an atmosphere of mutual respect for all  students and faculty 

regardless of race, creed, gender, age or religion.  

➢  Develop an environment conducive to learning.  

➢  Encourage and support student organizations and activities.  

➢  Protect property and personal information from theft , damage and 

misuse.  

➢ Conduct yourself in a professional manner both on and off campus.   

 

  

TECHNICAL INFORMATION 

• 

• 

• 

• 

mailto:itsupport@patriots.uttyler.edu
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Plug-ins and Helper Applications 

UT Tyler online courses use Java, JavaScript, browser plug-ins, helper application and cookies. 

It is essential that you have these elements installed and enabled in your web browser for optimal 

viewing of the content and functions of your online course. 

 

• Adobe Reader allows you to view, save, and print Portable Document Format (PDF) 

files. http://get.adobe.com/reader/ 

• Java Runtime Environment (JRE) allows you to use interactive tools on the web. 

http://www.java.com/en/download/ 

• Adobe Flash Player allows you to view content created with Flash such as interactive 

web applications and animations. http://get.adobe.com/flashplayer/ 

• QuickTime allows users to play back audio and video files. 

http://www.apple.com/quicktime/download/ 

• Windows Media Player allows you to view, listen and download streaming video and 

audio. http://windows.microsoft.com/en-US/windows/products/windows-media-player 

 

Netiquette Guide 

"Netiquette" is network etiquette, the do's and don'ts of online communication. Netiquette covers 

both common courtesy online and informal "rules of the road" of cyberspace. Review and 

familiarize yourself with the guidelines provided.  

http://www.learnthenet.com/learn-about/netiquette/index.php 

 

https://cases.canvaslms.com/apex/liveagentchat
http://get.adobe.com/reader/
http://www.java.com/en/download/
http://get.adobe.com/flashplayer/
http://www.apple.com/quicktime/download/
http://windows.microsoft.com/en-US/windows/products/windows-media-player
http://www.learnthenet.com/learn-about/netiquette/index.php
http://www.uttyler.edu/wellness/rightsresponsibilities.php
http://www.uttyler.edu/about/campus-carry/index.php
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•

•

•

•

•

http://www.uttyler.edu/tobacco-free
http://www.uttyler.edu/registrar
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https://hood.accessiblelearning.com/UTTyler
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•

•

•

•

•

•

•

•

•

•

•

•

•
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•

•

•

•

 

 

mailto:writingcenter@uttyler.edu
mailto:tutoring@uttyler.edu

