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1. COURSE STAFF 
 

Following is the information of the lecturer-in-charge: 

 

Lecturer, Ms Vera Krasnova 

Email: v.krasnova@unsw.edu.au 

Room  3051, Quadrangle Bldg 

Consultation time: 1pm – 2pm (Friday) 

 

1.1 Communication with Staff 

You are required to maintain contact with the lecturer and to be aware of any notices, advice or 

materials provided. Every enrolled student has a UNSW e-mail address 

(zID@student.unsw.edu.au) and, from time to time, the lecturer may contact you via your 

standard student email address. Blackboard will be used for communications and 

updates/materials on course. 

 

2. COURSE DETAILS 

 

2.1 Teaching times and Locations 

 

Lecture:  9am – 11am, Mathews 312 (K-F23-312) 

 

Tutorial:  

Group 1: 11am - 12pm,  Mathews 125 (K-F23-125) 

Group 2: 12pm – 1pm,  Mathews 310 (K-F23-310) 

 

2.2 Units of Credit 

There are 6 units of credit for this course.  

 

2.3 Summary of Course 

In a highly competitive service industry, people are key differentiators of a service business. They 

are the driving force of the business. To have a service driven organization, systems, people 

organisations and businesses must interact with one another to provide what internal and 

external customers need and expect. Building a service culture leadership where customers are 

the focus and the strategy of an organisation is thus essential for the long term success and 

survival of the company. 

 

Therefore, in this course, you will learn how to successfully lead, manage and motivate the people, 

ie. people at work and the people you serve, to achieve service excellence, satisfying both internal 

and external customers. You will learn how to drive the staff to achieve exceptional customer 

service and staff performance too. 

 

Besides the theoretical aspects, the course also focuses on developing your people management 

skills like problem solving, communication and interpersonal skills in dealing with challenging 

situations, focusing on how to deal with and manage difficult customers and staff.  
 

2.4 Course Aims and Relationship to Other Course  

This is a third year course which aims to build upon the knowledge and skills developed earlier in 

the degree.  

 

Throughout `Managing People for Service Advantage’ course, learning is further enhanced when 

the students learn from these practitioners themselves. Assignments are designed in a manner 

where they would learn practical lessons about managing people (customers, staff and colleagues)  
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from these practitioners as they evaluate and examine how the theories are being applied in the 

business world. The course also aims to create their awareness of service excellence through 

observations and self reflection of students’ personal experience with service companies. Case 

studies would be used to further enhance their learning. Throughout the course, students would 

be constantly engaging in problem solving which hones their analytical, critical, strategic and 

creative thinking skills. 

 

2.5 Student Learning Outcomes 

 

Course Learning Outcomes 

At the successful completion of this course, the students should be able to: 

1. Discuss the design and implementation of customer oriented strategy and systems.  

 

2. Explain the concept that employee satisfaction equals customer satisfaction and outlines 

the factors that contribute to employee satisfaction.  

 

3. Understand the requirements of frontline and support service roles, and develop 

strategies to select, recruit, train and appraise staff performance.  

 

4. Evaluate the various psychological approaches used in motivating an individual and the 

opportunities and challenges of group work and team dynamics. 

 

5. Examine the various leadership styles to be used to manage people of different 

personalities and at different situations. 

 

6. Evaluate all the various techniques in solving problems, enhancing creativity, helping in 

decision makings, resolving conflicts and handling customers in challenging situations.  

 

Graduate Attributes 

The course is designed to help you achieve most of the following attributes which the UNSW’s 

Academic Board has determined should be displayed by all graduates:  

 

Course Learning Outcomes ASB Graduate Attributes 

1,2,3,4,5,6 1. Critical thinking and problem solving 

1,2,3,4,5,6 2. Communication 

1,3,4,5,6 3. Teamwork and leadership 

2,3,4,5,6 4. Social, ethical and global perspectives 

1,4,5,6 5. In-depth engagement with relevant disciplinary knowledge 

3,5,6 6. Professional skills 

 

3. LEARNING AND TEACHING ACTIVITIES 

 

3.1 Approach to learning and Teaching in the Course 

Each individual is unique and has different learning styles and preferences. Recognizing this need 

and for effective learning, role plays, case studies and video clips are used to create a close to real 

world environment that allows you to apply and practice the various concepts learnt from this 

course. 

 

In this course, you will have the opportunity to develop and showcase your problem solving skills, 

communication and interpersonal skills as you work with your fellow classmates during class 

discussion, group assignments and role plays.  
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3.2 Learning Activities and Teaching Strategies  

Lectures/Tutorials: 

There will be a 2-hour lecture and 1-hour tutorial. Punctual attendance is expected in this course. 

You are expected to attend at least 80% of the class. University regulations indicate that if 

students attend less than eighty per cent of scheduled classes, they may be refused final 

assessment. 

 

Case study materials, video clips and key concepts will be highlighted during the class. All these 

will be tested and therefore it is not advisable for you to miss any lesson. Classes are designed to 

help you understand the key concepts. Reference materials will be given for your independent 

study. You are required to read up the reading materials provided during the previous week’s 

class and actively participate in class discussion. Participation points will be awarded according 

to your involvement during class and team discussions.  

 

You can download the lecture slides provided in Blackboard and bring them for lecture.  

 

Study Groups: 

In this course, you will be working and studying in groups as this is a key skill you will need when 

you manage people in your future workplace. At the same time, you will have the opportunity to 

develop and strengthen your communication and interpersonal skills in a safe environment 

before you enter the workforce. 

 

4. ASSESSMENT 

 

4.1 Formal Requirements 

In order to pass this course, you must: 

� achieve a composite mark of at least 50; and 

� make a satisfactory attempt at all assessment tasks (see below). 

 

4.2 Assessment Details 

 

Assessment Structure 

 

N 

 

Assessment Task 
Individual 

or 

Group 

 

% 

 

Learning 

Outcomes 

Assessed 

ASB 

Graduate 

Attribute 

Assessed 

 

Length 

 

Due 

Date 

1 Service Audit & 

Presentation 
Group 15% 1,2,3,4,5,6 1,2,3,4,5,6 20 min 2 Sep 

2 Mid-term Exam Individual 30% 1,2,3,4,5 1,4,5 N/A 23 Sep 

3 Strategic Service Excellence Plan   

 Presentation Group 
25% 1,2,3,4,5,6 1,2,3,4,5,6 

20 min 
14 Oct 

 Written Report Group  Up to 30 pages 

4 Journey of Self 

Awareness 
Individual 20% 1,2,3,4,5,6 1,2,4,5 2500 words 21 Oct 

5 Participation Individual 10% 1,2,3,4,5,6, 1,2,3,4,5,6 N/A N/A 

        

 Total  100%     
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4.3 Assignment Format 

Service Excellence Plan (40%) 

This course aims to explore how companies achieve service excellence in their organisation by 

examining the organisation from the employer, employee and customer’s perspectives.  

 

Assignments 

Your client has just tasked you to audit the services of their company. Form a team of 4 - 5 

persons. Propose a name for your consulting team. Define the role played by each member in this 

team. Submit the names of your team members to the lecturer on week 3 (5 August). You are not 

allowed to change your group after the submission.  

For this assignment, you are free to choose any company in a service industry. You are 

encouraged to consider tourism and hospitality sectors. Conditions apply. See the following 

guidelines for the tasks ahead. The assessment criteria can be found in the appendix. You are 

required to cite your sources using Harvard referencing style for any additional reference 

materials you have obtained. 

 

Part 1:  Service Audit and Presentation (15%) 

Conduct a service audit of a service company (minimum size of 30 employees). This would enable 

a company to know what factors contribute to their service excellence. There are 2 key tasks in 

this audit:  

 

Task 1: 

Interview a manager and an employee of your chosen company. With a list of planned questions 

for the manager and employee, find out about the company and evaluate its level of internal 

service. More details will be given to you during the project brief. Possible questions to ask are – 

What is the service culture of the company? What are the employer branding and its internal 

marketing efforts within the organisation? How are staff being appraised and trained? How does 

the manager handle staff from different cultural background to achieve service excellence? How 

do the employees see the company? 

  

Task 2: 

Conduct a mystery customers’ exercise and examine how external customers think of the service 

of your chosen company. You can be the mystery customer evaluating the company’s service and 

service of their competitors. Compare and contrast these companies in terms of service 

excellence. Evaluate the opportunities or threats faced by the chosen company in the near future. 

 

Presentation Requirements 

• All teams will be presenting their findings during tutorial/lecture in week 7. Each team is 

given only maximum 20 minutes (Presentation – 15 minutes & Q&A – 5 minutes) to present. 

Please note that the team will be penalised should they exceed the time limit.  

• You will be graded for your presentation content and presentation skills. A hard copy of your 

PowerPoint slides (2 slides per page format) must be given to the lecturer prior to your 

presentation for grading. You must attach notes to your slides for further clarification of your 

views/arguments. Everyone is expected to present. Penalty rule applies.  

 

Part Two:  Propose A Strategic Service Excellence Plan (25%) 

Use the information in Part One to propose a strategic service excellence plan. Make 

recommendations to help your client achieve service excellence and improve their competitive 
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advantage in the service industry. A hardcopy of the project brief will be given to you during 

lecture week 2. It will also be disseminated via Blackboard. You can refer to appendix for the 

marking guidelines. This plan should be unique and viable. All teams must submit their Strategic 

Service Plan on October 14th (week 12) during lecture/tutorial.  

 

Journey of Self Awareness (20%) 

Assignment Objective: This assignment is about managing yourself and people at work. It is only 

when you know yourself better that you can help others achieve their maximum potential at work. 

Therefore, this section aims to help you discover your own personality and management style.  

Your Task: 

i. First, complete a personality test about yourself. The worksheets would be given to during 

tutorial (week 2). You will be assessing yourself on the following: 

a. Personality Insights 

b. Interpersonal Communication Insights 

c. Mental Ability insights 

Gather the personality tests results of your team members. With reference to the leadership 

styles you have learnt in week 5, determine the type of leadership styles you would adopt 

on them. Justify your choice and support your answer with examples.  

Evaluate the stage your team is currently at (at the point of writing this assignment) 

Discuss how your team has worked through the stages of team development (forming, 

storming, norming and performing) for the group project.  

The written report for this section should not be more than 1500 words. Attach all the test 

results of your team members in the report.  

ii. Evaluate your learning in this course. Describe how this course has helped you in knowing 

how to manage people better. Discuss any personal issues such as cultural or individual 

differences you have encountered and how you have resolved them. Cite examples to 

support your arguments. This individual report should not be more than 1000 words. 

You are required to quote journals and references. Submit a hardcopy of the individual 

assignment on October 21st (week 13) during tutorial. A copy of each report must also be 

submitted via Turnitin by 9 am October 21st.  

Written Tasks Requirements 

• Arial font,  size 12p, 1.5 line spacing, 1” left and right margins minimum 

• The report must be properly and fully referenced using the Harvard referencing system  

• Use clear and meaningful headings and sub-headings. 

• The cover sheet found in the appendix 1 must be attached to your report. Unstapled reports 

will not be accepted.  

Exam (30%) It would be a 2-hour paper comprising of 3 short answers which cover topics from 

week 1 to week 8 and 1 case study. The case study will be given to you one week before the exam. 

The date of the test will be September 23rd during the lecture. 

 

Individual Participation (10%): Your punctuality, attendance and participation throughout the 

class will be monitored. Students are expected to actively participate in class activities, group 

discussion and presentation, and answer questions that are posed during the class.   

Each student is assigned 10 marks for their participation. However, they are graded based on the 

following guidelines. 
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Marks Guide 

0  Below 80% of attendance as required by school (including week 1 to 12).  

1 – 2  Has satisfied the attendance requirement but did not participate actively; punctual   

3 – 4  Has satisfied the attendance requirement, minimal participation; punctual 

5 – 6  Has satisfied the attendance requirement, average participation; punctual  

7 – 8  Has satisfied the attendance requirement, good participation; punctual 

9 – 10  Has satisfied the attendance requirement, excellent participation; punctual 

 

4.4 Assignment Submission Procedure 

• No fax copy is allowed. Late submission will be penalised.  See late submission rule in 4.5. 

• Submit individual written reports via Turnitin by 9 am October 21st. 

• All submissions must have cover sheets attached to your written report. See the appendix for 

the cover sheets to be used for individual and group assignments.  

Approaches to prevent and solve social loafing in your group when preparing for the 

group assignment  

• Set down agreed upon rules and specific sanctions for members in your first meeting who 

social loaf during the project.  

• Practice skills and techniques to encourage each member’s participation throughout the team 

project. You must be aware that making your team operate efficiently and effectively is an 

important objective and task of your team. 

• If the above measures are not working in your team, then the majority of the team can choose 

to write a letter to the lecturer asking to reduce a member’s mark by certain percentage (x %) 

if the group feel that a member’s contribution to the group assignment has been 

unsatisfactory. The letter must provide sufficient evidence to justify the request. A hard copy 

of the letter must be handed in before or on the due day of the group assignment, with 

everyone’s signature who supports the action. The lecturer in your class will have a final 

authority to decide whether your proposal of mark reduction should be considered or how 

many marks will be reduced for the member in question based on the evidence provided or 

further investigation. 

4.5 Late Submission 

• On equity grounds, assignments that are late (i.e. without formal extensions) will have marks 

deducted at a rate of 10% of the total marks awarded per day. 

• Understanding that there may be cases where extensions are necessary due to unexpected 

events, please make application no later then 1 (one) week prior to the due deadline via email 

to the lecturer. Unless you have received a letter of confirmation for extension, your deadline 

for submission would remain unchanged.  

5. Academic Honesty and Plagiarism 

The University regards plagiarism as a form of academic misconduct, and has very strict rules 

regarding plagiarism. For UNSW policies, penalties, and information to help you avoid plagiarism 

see: http://www.lc.unsw.edu.au/plagiarism/index.html as well as the guidelines in the online 

ELISE tutorial for all new UNSW students:  
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• http://info.library.unsw.edu.au/skills/tutorials/InfoSkills/index.htm. 

• To see if you understand plagiarism, do this short quiz: 
http://www.lc.unsw.edu.au/plagiarism/plagquiz.html 

• For information on how to acknowledge your sources and reference correctly, see: 

http://www.lc.unsw.edu.au/onlib/ref.html 

• For the ASB Harvard Referencing Guide, see:  

http://wwwdocs.fce.unsw.edu.au/fce/EDU/harvard_ref_guide.pdf 

 
Plagiarism is the presentation of the thoughts or work of another as one’s own.*  Examples include:  

• direct duplication of the thoughts or work of another, including by copying work, or knowingly permitting it to be 

copied.  This includes copying material, ideas or concepts from a book, article, report or other written document 

(whether published or unpublished), composition, artwork, design, drawing, circuitry, computer program or 

software, web site, Internet, other electronic resource, or another person’s assignment without appropriate 

acknowledgement; 

• paraphrasing another person’s work with very minor changes keeping the meaning, form and/or progression of 

ideas of the original; 

• piecing together sections of the work of others into a new whole; 

• presenting an assessment item as independent work when it has been produced in whole or part in collusion with 

other people, for example, another student or a tutor; and, 

• claiming credit for a proportion a work contributed to a group assessment item that is greater than that actually 

contributed.†  

 

Submitting an assessment item that has already been submitted for academic credit elsewhere may also be considered 

plagiarism. 

 

The inclusion of the thoughts or work of another with attribution appropriate to the academic discipline does not 

amount to plagiarism. 

 

Students are reminded of their Rights and Responsibilities in respect of plagiarism, as set out in the University 

Undergraduate and Postgraduate Handbooks, and are encouraged to seek advice from academic staff whenever 

necessary to ensure they avoid plagiarism in all its forms. 

 

The Learning Centre website is the central University online resource for staff and student information on plagiarism 

and academic honesty.  It can be located at: 

 

www.lc.unsw.edu.au/plagiarism 

 

The Learning Centre also provides substantial educational written materials, workshops, and tutorials to aid students, 

for example, in: 

 

• correct referencing practices; 

• paraphrasing, summarising, essay writing, and time management; 

• appropriate use of, and attribution for, a range of materials including text, images, formulae and concepts. 

 

Individual assistance is available on request from The Learning Centre. 

 

Students are also reminded that careful time management is an important part of study and one of the identified causes 

of plagiarism is poor time management.  Students should allow sufficient time for research, drafting, and the proper 

referencing of sources in preparing all assessment items. 

 

* Based on that proposed to the University of Newcastle by the St James Ethics Centre.  Used with kind permission from 

the University of Newcastle 

† Adapted with kind permission from the University of Melbourne. 
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6. COURSE RESOURCES 

 

Course Materials 

 

Things you need to note:  

• Course materials will be placed on your e-learning site, Blackboard: http://telt.unsw.edu.au     

 

• The Blackboard site will be updated weekly. It will be the means by which messages are sent 

to you, so please use the site regularly.  

• Announcements concerning unexpected room changes and other important information will 

be posted on Blackboard.  Make sure to access this information regularly – it is there to assist 

you. 

• The Blackboard site will also carry skeleton lecture slides, which you will need to download 

and bring to the lecture, where we will provide the information you need in order to 

complete the slides, as well as supplementary material. 

• You will also be able to use Blackboard for private planning sessions with your syndicate 

group (the lecturers will be able to see these discussions, although other students will not).  

 

If you have any questions about the subject, please consult the lecturer. Failure to resolve issues 

in a timely manner may impair your progress.  

 

Prescribed Text: 

 

There will be no fixed textbook for this course. Reading materials will be given to you from time 

to time to support the program during lectures. Textbook reading materials (except journal 

articles) will NOT be uploaded in Blackboard because of copyright issues. Such materials can be 

found in the library resources. You are therefore strongly encouraged to attend all lectures.   

 

7. COURSE EVALUATION AND DEVELOPMENT 

 

‘Each year feedback is sought from students and other stakeholders about the courses offered in 

the School and continual improvements are made based on this feedback. UNSW's Course and 

Teaching Evaluation and Improvement (CATEI) Process (http://www.ltu.unsw.edu.au/ref4-5-

1_catei_process.cfm) is one of the ways in which student evaluative feedback is gathered. 

According to previous year’s feedback, students found the talks from practitioners enriching and 

had learnt practical lessons from them. They have found the course to be interesting and practical. 

For this year, the course would continue to focus on enriching their understanding of managing 

people for service excellence in the service industry. Projects are designed to give the students 

more interaction and opportunity to learn from these practitioners.  

 

8. STUDENT RESPONSIBILITIES AND CONDUCT 

 

Students are expected to be familiar with and adhere to university policies in relation to class 

attendance and general conduct and behaviour, including maintaining a safe, respectful 

environment; and to understand their obligations in relation to workload, assessment and 

keeping informed.  
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Information and policies on these topics can be found in the ‘A-Z Student Guide’: 

https://my.unsw.edu.au/student/atoz/ABC.html. See, especially, information on ‘Attendance and 

Absence’, ‘Academic Misconduct’, ‘Assessment Information’, ‘Examinations’, ‘Special 

Consideration’, ‘Student Responsibilities’, ‘Workload’ and policies such as ‘Occupational Health 

and Safety’. 

 

8.1 Workload 

It is expected that you will spend at least ten hours per week studying this course. This time 

should be made up of reading, research, working on exercises and problems, and attending 

classes. In periods where you need to complete assignments or prepare for examinations, the 

workload may be greater.  

 

Over-commitment has been a cause of failure for many students. You should take the required 

workload into account when planning how to balance study with employment and other 

activities. 

 

8.2 Attendance 

Your regular and punctual attendance at lectures and seminars is expected in this course. 

University regulations indicate that if students attend less than eighty per cent of scheduled 

classes they may be refused final assessment. 

 

8.3 Special Consideration and Supplementary examinations 

 

You must submit all assignments and attend all examinations scheduled for your course. You 

should seek assistance early if you suffer illness or misadventure which affects your course 

progress. For advice on UNSW policies and procedures for granting special consideration and 

supplementary exams, see:  

 

‘UNSW Policy and Process for Special Consideration’: 

https://my.unsw.edu.au/student/atoz/SpecialConsideration.html 

The ‘ASB Policy and Process for Special Consideration and Supplementary Exams in 

Undergraduate Courses’ is available at: 

http://wwwdocs.fce.unsw.edu.au/fce/current/StudentSuppExamProcedure.pdf . 

Further information for undergraduate students is on the ASB website (see ‘Policies and 

Guidelines for Current Students’). 

Further information for staff on ASB policy for supplementary exams: 

http://wwwdocs.fce.unsw.edu.au/fce/Staff/StaffSuppExamProcedure.pdf 

 

8.4 General Conduct and Behaviour 

You are expected to conduct yourself with consideration and respect for the needs of your fellow 

students and teaching staff.  Conduct which unduly disrupts or interferes with a class, such as 

ringing or talking on mobile phones, is not acceptable and students may be asked to leave the 

class. More information on student conduct is available at: www.my.unsw.edu.au 

 

8.5 Occupational Health and Safety  

 

UNSW Policy requires each person to work safely and responsibly, in order to avoid personal 

injury and to protect the safety of others. For more information, see 

https://my.unsw.edu.au/student/atoz/OccupationalHealth.html. 
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8.6 Keeping informed 

You should take note of all announcements made in lectures, tutorials or on the course web site.  

From time to time, the University will send important announcements to your university e-mail 

address without providing you with a paper copy.  You will be deemed to have received this 

information. It is also your responsibility to keep the University informed of all changes to your 

contact details. 

 

9. ADDITIONAL STUDENT RESOURCES AND SUPPORT 

The University and the ASB provide a wide range of support services for students, including: 

• ASB Education Development Unit  (EDU) (www.business.unsw.edu.au/edu) 

Academic writing, study skills and maths support specifically for ASB students. Services 

include workshops, online and printed resources, and individual consultations. EDU Office:  

 

Room GO7, Ground Floor, ASB Building (opposite Student Centre); Ph: 9385 5584; Email: 

edu@unsw.edu.au 

 

• UNSW Learning Centre (www.lc.unsw.edu.au ) 

Academic skills support services, including workshops and resources, for all UNSW students.  

See website for details. 

 

• Library training and search support services:   http://info.library.unsw.edu.au  

 

• UNSW IT Service Desk: Technical support  for problems logging in to websites, downloading 

documents etc. Library, Level 2;  Ph: 9385 1333. 

 Website:  www.its.unsw.edu.au/support/support_home.html 

 

• UNSW Counselling Service  (http://www.counselling.unsw.edu.au) 

Free, confidential service for problems of a personal or academic nature; and workshops on 

study issues such as  ‘Coping With Stress’ and ‘Procrastination’.  

Office:  Level 2, Quadrangle East Wing ;  Ph: 9385 5418 

 

• Student Equity & Disabilities Unit (http://www.studentequity.unsw.edu.au) Advice 

regarding equity and diversity issues, and support for students who have a disability or 

disadvantage that interferes with their learning.         Office: Ground Floor, John Goodsell 

Building; Ph: 9385 4734  
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10. COURSE SCHEDULE 

 
Wk 

No.  

Date Topic Tutorials References 

1 22  Jul Introduction to Managing People for Service 

Advantage  

Introduction 

Form Groups 

SEIC Chap 1 & 

3 

2 29 Jul Managing Your Organisation: Developing a 

Service Culture  and a Customer Centric 

Organization 

Project Discussion:  

Planning for Part 1 - 

Service Audit 

MPSA Topic 2 

SEIC Chap 2 & 

4 

3 5 Aug Understanding Your People at Work (Internal 

Customers)  

• Personality and Emotions at Work 

• Perception and Individual Decision Making 

Portman Hotel: 

Service Leadership 

Culture 

MPSA Topic 4, 

SEIC Chap 5 

OB Chap 4, 5 & 

6 

4 12 Aug Managing Your People at Work (Internal 

Customers)  

• Motivating Staff 

• Managing Change   

Ritz Carlton: 

Employee Branding 

and Internal 

Marketing   

OB Chap 7, 8 & 

17 

5 19 Aug Moving Your People to Exceptional 

Performance   

• Managing Team Dynamics 

• Leadership styles 

 Class Exercise: 

Motivating your Staff 

& Developing Your 

Leadership Styles 

OB Chap 9 &12 

6 26 Aug  Moving Your People to Exceptional 

Performance  

• Pay and Performance in Service Firms 

• Hiring for Service Advantage   

Class Exercise MPSA Topic 7 

 

7 2 Sep Presentation for Part One (all teams) 
 

 

 
Wk 

No.  

Date Topic Tutorials References 

  Mid Session Break 

 

  

8 16 Sep Managing Your External Customers (Part 1) 

• Communication & Service Delivery  

• Solving customer service problems 

• Handling challenging situation  

• Dealing with angry and problematic 

customers 

Class Exercise: 

Developing Your 

Communication and 

problem Solving Skills  

MPSA Topic 9 

SEIC Chap 11 

&12 

9 23 Sep Mid-session Test   

10 30 Sep Managing Your External Customers (Part 2) 

• Customer Resolution 

• Service Recovery 

• Developing Recovery Strategies, Systems 

and Procedures 

Project Consultation SIEC Chap 12 

&13 

 

11 7 Oct Moving Your People to Exceptional 

Performance  

• Employee Conflict Resolution 

• Cross-Cultural Communication in Service 

Firms 

Class Discussion: 

Managing People of 

Different Background 

and Culture 

OB Chap11 & 

14 

12 14 Oct Project Presentation (all teams); Submission of Group Project 
 

13 21 Oct  Guest Speaker TBC; Submission of Individual Assignment 
 

FOOTNOTE 

References: 

OB: Organizational Behavior – Robbins, Judge, Millet & Boyle, 6th Edition 

SIEC: Serving Internal & External Customers by Anne Swartzlander 

MPSA: Managing People for Service Advantage by Christine Mathies. 
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