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Why…

…are you here?





Getting to know each other
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In a nutshell

• Understand

• Design

• Operate

• Improve and manage



Course objectives

To understand the 
• service markets & customers

• service organization
• How to design

• How to operate

• How to manage

• Processes, 

• People, 

• Other resources

To be able to adjust and 
improve a service 
organization
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Course structure no homeworks

Everything happens in the classroom

including the 

5 quiz tests and

3 practical activity quiz tests



Course structure – for Course and Seminar sessions

Course

1. Presenting New Concepts + 
Applying the Concepts

2. Quiz test (based on previous 
course)

3. Presenting New Concepts + 
Applying the Concepts

Seminar

1. Practical activity

2. Practical activity Quiz test
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Course structure the QUIZ-tests

• Easy, each QUIZ will have: 
• 10 multiple choice questions (for Quiz tests - Q) and 
• 5-10 multiple choice questions (for Practical Acitivities Quiz tests - PAQs) with 
• just 1 valid answer

• Only your best 4 Qs will be considered  for calculating your grade as a sum of your 
quiz marks

• Only your best 2 PAQs will be considered for calculating your partial grade as a sum 
of your PAQ marks

• In case you do not have at least 4 Qs and 2 PAQs – you will not be able to 
participate in the exam



Getting your grades during the year

• You will get a maximum of 30 points in the Quiz tests

• You will get a maximum of 20 points in the PA Quiz tests

• You will get a maximum of 50 points in the exam

• Not attending the exam session means failing the exam



Please spread the word  on the above !

Please also make sure you all fill in the contact info form !


