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SV 600 Introduction to Service Innovation and Creativity 3 (3-0-9)

Significant role of the service economy in society and various industries and sectors, services offered in the three main
sectors in the society: for-profit, non-profit, and the government sector, an overview of service management with an
emphasis on reaching customer satisfaction in the service experience, service management strategies and tools for
analyzing and optimizing the service experience, continuous quality improvement and customer service, various models
exploring the use of creativity as an essential element in the innovation process, characteristics of change leadership in the

context of creativity, ideological dimensions of different service delivery environments.

SV 610 Data and Decisions for Service Design and Delivery 3 (3-0-9)

A wide range of service innovation data collection and analytic techniques, multidisciplinary dimensions of service
innovation, a range of issues and research design concepts, quantitative and qualitative analysis, research methods from
related disciplines that will help understanding the service experience in a wide range of different public, private and
nonprofit industries, the use of digital data as part of the data collection process, professional techniques for knowledge

management and data presentation.
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SV 611 Finance Management for the Service Industries 3 (3-0-9)

Financial dimensions of the delivery of a range of services, financial realities of each sector, finance related policy,
planning, management and organizational dimensions of various organizations, broader framework of service delivery
and innovation, financial management models and approaches, how various sectors can work together effectively in order
to ensure the best possible views of resources while allowing various sectors to achieve their specific objectives, finance
management dimensions of the various sectors, major issues facing these organizations as they seek to innovate in service

delivery.

SV 631 Marketing and Branding in Service Management 3 (3-0-9)

Basic concepts and techniques of service industry marketing and branding, strategic analysis and framework for the
decisions associated with the management of the marketing and branding function in the modern organization focusing on
customer analysis, competitive analysis and the analysis of marketing investments, different approaches that must be
taken depending on the nature of the organization and its capacities, social marketing within the larger context of

marketing and branding.

SV 632 Managing People in a Global Environment 3 (3-0-9)

Human resources as a key ingredient for success and competitiveness, how to motivate employees to go above and beyond
the call of duty to get the job done, how to ensure that talent management decisions, how to understand complex
organizations by covering topics spanning the micro (individual level of analysis), teamwork, outsourcing and virtual
offices, different talent management models that must be used depending on the nature of organizations whether they be

in the public, private or nongovernmental sectors.

SV 685 Contemporary Issues in Service Innovation 3 (3-0-9)

Major and wup-to-date issues confronting the service industry, a strategy formulation, content development,
implementation, and evaluation at the unit and multi-unit level, the influence of socio-cultural and political factors on the
industry, various case studies on how varying types of service organizations have succeeded, issues of different approaches

in public, private and nongovernmental organizations.

SV 686 Seminar on Special Topics 3 (3-0-9)

A special topic will be selected for in depth study and analysis. The course topic will be selected by consulting the students
and will provide them with the opportunity of understanding a particular service industries such as hospitality, retail,

healthcare, creative industries etc.
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SV 735 Managing Technology for Service Providers 3(3-0-9)

Service planning process, service distribution channels, pricing for services, promotional and sales efforts based on using
information from market research, understanding customer behavior, managing customer relationship, and employing
appropriate communication, strategies for the whole service process by looking at service ‘value chain’, management of
technology based on the nature of the organization, important perspectives on the role of technology in delivering services

to a wide range of users and different service settings.

SV 736 Risk Management in the Service Industries 3(3-0-9)

Importance of effective risk management to service industries, complexity of risk management the hospitality and
healthcare industries, analysis of risk within the hospitality focused on both the destination level as well as at the scale of
operation, analysis of risk within the healthcare industry focused on hospital environments, lessons from the hospitality

and healthcare industries related to service industries in general.

SV 755 Event Design and Management 3 (3-0-9)

A range of the design and management dimensions of different types of events, design and management of events by
different stakeholders including communities, nonprofit groups, the public and private sectors, role of events in
community revitalization, cultural preservation, tourism and economic development, stakeholder management, marketing
and branding, organizational structures, risk management, financial planning and assessing the impact of various types of

events.

SV 770 Service Operations, Excellence and Innovation 3 (3-0-9)

Total Quality Management (TQM), service quality control and improvement, gap analysis in SERVQUAL model, service
strategies and techniques such as the Six Sigma for achieving high levels of customer satisfaction, a set of concepts and
practices that lead organizations to achieve operational excellence and innovation in different environments and
situations, operational excellence models, leadership & ethics, continuous process improvement, design for service

operations/systems, consistent lean enterprise culture, sustainable development in service industry.

SV 781 Independent Study 1 3 vienn

Students will develop ideas and innovative research topics relating to the service industry. Theoretical concepts and

previous literature must be used and consulted. Examination of research progress is required.

SV 782 Independent Study 2 3 viienn

In this portion of the Independent Study process, the student will present his/her service innovation project/research, its

findings and suggestions. A formal presentation is mandatory.
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SV 800 Thesis 12 vivenn

The student will develop and undertake the innovative research of which its result brings the new idea/ knowledge in
service innovation. The student will write his/her service innovation thesis and present its results to the committee

members as well as write an academic article for disseminating its results/ new idea to the public.
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