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Titulacio Centre Curs Periode
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Matéries

Titulacio Matéria Caracter

2069 - M.U. Gestio de Negocis 4 - Marqueting i gestio de serveis Optativa

Internacionals 09-V.1

Coordinacio
Nom Departament
ANDREU SIMO, MARIA LUISA 43 - Comercialitzacio i Investigacié de Mercats

RESUM

CONEIXEMENTS PREVIS

Relacié amb altres assignatures de la mateixa titulacié

No heu especificat les restriccions de matricula amb altres assignatures del pla d'estudis.

Altres tipus de requisits
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COMPETENCIES

2069 - M.U. Gestié de Negocis Internacionals 09-V.1

be aware of the broad spectrum of services ranging from professional services to non-profit and
government organizations providing services for the community.

identify the aspects and managerial implications of consumer behaviour in services.

highlight strategies for managing customer perceptions of services in the service encounters or
1/ 4 m o m e n t s o f t r u t h 0

identify strategies by which companies ca facilita't interaction and communication between
management, contact people and customers.

estima't customer lifetime value and build customer relationships
select and apply service process (ie, service blueprinting) in service design.

understand the service environment effects on both customers and employees in service settings and
specially, the role of culture in the service design.

identify strategies for involving service customers effectively to increase both quality and productivity

identify the intermediaries and electronic channels through which services llaure delivered to end
c u S t 0 m e r S

identify strategies for matching supply and demand in the service delivery process.

defineix and measure performance and control strategies in service industries.

RESULTATS DE L'APRENENTATGE

DESCRIPCIO DE CONTINGUTS
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4.,

5.

6.

7.

8.

9.

10.

11.

12.

VOLUM DE TREBALL
ACTIVITAT Hores % Presencial
Classes de teoria 75,00 100
Assisténcia a esdeveniments i activitats externes 3,00 0
Elaboraci6 de treballs en grup 33,00 0
Elaboraci6 de treballs individuals 33,00 0
Estudi i treball autonom 30,00 0
Resoluci6 de casos practics 16,00 0

TOTAL 190,00
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METODOLOGIA DOCENT

AVALUACIO

REFERENCIES

Basiques

- - Lovelock, C. &Wirtz, J. (2011). Services Marketing: People, Technology, Strategy. 7th ed. Prentice
Hall.

Complementaries

- - Bruhn, M. &Georgi, D. (2006). Services Marketing. Managing the Service Value Chain. Prentice
Hall.
- Fisk, R.P.; Grove, S.J. & John, J. (2003). Interactive Services Marketing. Houghton Mifflin
Company, Boston.
- Gronroos, C. (2007). Service Management and Marketing. A Customer Relationship Management
Approach. 3rd edition, John Wiley & Sons, Chichester, West Sussex.
- Gummesson, E. (2008). Total Relationship Marketing. Butterworth Heinemann, Oxford.
- Kasper, H.; van Helsdingen, P. &Galbort, M. (2006). Service Marketing Management. A Strategic
Perspective. 2nd edition. John Wiley & Sons, Chichester, West Sussex.
- Kumar, V. &Reinarz, W.J. (2006). Customer Relationship Management. A Databased Approach.
John Wiley & Sons, Inc.
- Maglio, P. P., Kieliszewski, C. A., &Spohrer, J. C. (2010).Handbook of Service Science, Springer,
New York.

ADDENDA COVID-19

Aquesta addenda nomeés s'activara si la situacié sanitaria ho requereix i previ acord del Consell
de Govern

Degut al tema excepcional de la pandemia, les restriccions de vols internacionalsi les recomanacions de
salut, ' activitat docent s’ organitzara en un format mixte de la seguent manera: (i) Des de gener finsamig
abril, les clases seran en linea; per diferencies horaries les clases seran per les vesprades; (ii) els
professors atendran al's estudiants en les seues hores de consulta, ja sea online o presencialmente per a
aquells estudiants que pugan vindre; (iii) Si s eliminen les restriccions relacionades amb |a

40071 Marqueting i gestio de serveis 4



