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GENEL TANIM / GENERAL DESCRIPTION

Ders Adi / Course Name

Service Marketing / Service Marketing

Ders Kodu / Course Code

AS$211.2B

Ders Tirii / Course Type

Ders Seviyesi / Course Level

Pre-Bachelor / Pre-Bachelor

Ders Akts Kredi / ECTS 3.00
Haftalik Ders Saati (Kuramsal) / 3.00
Course Hours For Week

(Theoretical)

Haftalik Uygulama Saati / Course 0.00
Hours For Week (Objected)

Haftalik Laboratuar Saati / Course 0.00
Hours For Week (Laboratory)

Dersin Verildigi Yl / Year 2

Ogretim Sistemi / Teaching System

Normal Education / Normal Education

Egitim Dili / Education Language

Turkish / Turkish

On Kosulu Olan Ders(ler) /
Precondition Courses

Yok

None

Amaci / Purpose

Bu dersin amaci; hizmet pazarlamasiyla ilgili temel kavramlarin verilmesidir. Hizmet
pazarlama karmasi elemanlari ve Hizmet isletmelerin misteri sikayetleri ve musteri tutma
konusunda neler yapilmasi gerektigine iliskin konular tartisilacaktir.

The aim of this course; teach the basic concepts of marketing services. In service
marketing mix elements and service business to customer complaints and related
issues that will be discussed what should be done about customer retention.

igerigi / Content

Hizmet kavrami, hizmet sektoriniin glinimuizdeki 6nemi, hizmetlerin siniflandiriimasi,
hizmet pazarlamasinin bilesenlerinin analizi, hizmet pazarlamasinda urin, hizmet
pazarlamasinda fiyat, hizmet pazarlamasinda dagitim, hizmet pazarlamasinda tutundurma,
hizmet pazarlamasinda personel, hizmet pazarlamasinda fiziksel kanitlar, hizmet
pazarlamasinda siireg, hizmet pazarlamasinda kapasite ve talep yonetimi, hizmet
pazarlamasinda musteri, hizmet kalitesi ve iligkisel pazarlama.

Service concept, the importance today of the service sector, the classification of
services, analysis of the components of service marketing, product marketing
services, prices of services marketing, service marketing, promotion in service
marketing, staff in the service of marketing, physical evidence in service marketing,
process, service marketing, service marketing capacity and demand management,
marketing, customer service, quality of service and relationship marketing.

Onerilen Diger Hususlar / Yok None
Recommended Other

Considerations

Staj Durumu / Internship Status Yok None

Kitabi / Malzemesi / Onerilen
Kaynaklar / Books / Materials /
Recommended Reading

islamoglu, Ahmet Hamdi , Aydin, Kemal, Hizmet Pazarlamasi, istanbul: Beta Yayincilik

islamoglu, Ahmet Hamdi , Aydin, Kemal, Hizmet Pazarlamasi, istanbul: Beta
Yayincilk

Ogretim Uyesi (Uyeleri) / Faculty
Member (Members)

Ogr. Gér. Mirag llyas KIVANG

Ogr. Gér. Mirag llyas KIVANG




OGRENME GIKTILARI / LEARNING OUTCOMES

Hizmet pazarlamasinin iligkin kavram ve olgular agiklar.

to explain the concepts and facts of the marketing of services.

Hizmet kalitesi, musteri beklentileri ve miisteri memnuniyeti kavramlarini sentez ederek, uygulamaya

yonelik 6nerilerde sunar.

to know service quality, customer expectations and customer satisfaction concepts.

Hizmet sektériinde Urtin kavramini kavrar, ¢esitli sektorler icin hizmet tasarimini olusturur.

to understand the product concepts in the service sector creates a design service for various
industries.

HAFTALIK DERS ICERIGi / DETAILED COURSE OUTLINE
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Hafta / Week

Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
1 Dersin amaci ve hizmet pazarlamasi
The aim of the course marketing and service
. . gretim Yont .. _—
Teorik Dersler / Theoretical Uygulama Lab '(I:')gl:ﬁi;(?;ri/(?l'r;:cmi\rgz Methods On Hazirlik / Preliminary
Techniques
2 hizmet kalitesi arastirmalarn hakkinda bilgi verilmesi
to provide information about the quality of service
Teorik Dersler / Theoretical Uygulama Lab ?g;ﬁiﬁ:ﬁgtsgig Methods On Hazirlik / Preliminary
Techniques
3 Hizmet Ekonomisi
Service Economy
. . Ogretim Yont - _
Teorik Dersler / Theoretical Uygulama Lab Tgl:ﬁill(rlgri/?rgsgig Methods On Hazirlik / Preliminary
Techniques
4 Hizmetlerde genisletilmis Griin kavrami
The concept of extended service products
gretim YO .
Teorik Dersler / Theoretical Uygulama Lab Ogretim Yontem ve On Hazirlik / Preliminary

Teknikleri/Teaching Methods
Technigues

5 Mukemmel hizmet sunan isletme 6zellikleri

The company offers excellent service features
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
6 Hizmetlerin fiyatlanmasi
pricing of services
. . Ogretim Yontem ve = .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Technigues
7 Hizmetlerin dagitiimasi
Dispersing of services
. . Ogretim Yoéntem ve . o
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
8 Ara Sinav
Mid-term Exam
gretim YO "
Teorik Dersler / Theoretical Uygulama Lab 'Cl')glzﬁmqeri/(')l'gt:cr:?\i\r,lz Methods On Hazirlik / Preliminary
Technigues
9 Hizmetlerin tutundurulmasi
Integration of Services
. . Ogretim Yoéntem ve x .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
10 Hizmetlerde talep ve kapasite yonetimi
Demand and capacity management for services
. . gretim Yont .. -
Teorik Dersler / Theoretical Uygulama Lab '?eglzﬁill(r;;ri/(?rr;aeg;i\r/\z Methods On Hazirlik / Preliminary
Techniques
11 Hizmet kalitesi

Service quality
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
12 Hizmet pazarlamasinda personel misteri ve fiziksel kanitlar
Staff, customers and the physical evidence in service marketing
gretim YO "
Teorik Dersler / Theoretical Uygulama Lab '?glzﬁgll(rlnerils)l'gt:é?]i\rgz Methods On Hazirlik / Preliminary
Technigues
13 Hizmet pazarlamasi ve insan kaynagi
Staff, customers and the physical evidence in service marketing
. . Ogretim Yont - .
Teorik Dersler / Theoretical Uygulama Lab Tgl:ﬁill(l?;ri/s)rgsgiﬁz Methods On Hazirlik / Preliminary
Techniques
14 Hizmet pazarlamasi ve insan kaynagi
Service marketing and human resources
gretim YO "
Teorik Dersler / Theoretical Uygulama Lab 'Cl')glzﬁmqeri/(')l'gt:cr:?\i\r,lz Methods On Hazirlik / Preliminary
Technigues
15 Hizmet sektdriinde musteri elde tutma, iligkisel pazarlama

customer retention in service sector, relationship marketing
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DEGERLENDIRME / EVALUATION

. Savi/ Katki Yuzdesi /
Yanyil (Yil) Ii Etkinlikleri / Term (or Year) Learning Activities y Percentage of
Number - A
Contribution (%)
Ara Sinav / Midterm Examination 1 100
Toplam / Total: 1 100
Basar Notuna Katki Yiizdesi / Contribution to Success Grade(%): 40
Savi/ Katki Yuzdesi /
Yanyil (Yil) Sonu Etkinlikleri / End Of Term (or Year) Learning Activities y Percentage of
Number o s
Contribution (%)
Final Sinavi / Final Examination 1 100
Toplam / Total: 1 100
Basari Notuna Katki Yiizdesi / Contribution to Success Grade(%): 60
Etkinliklerinin Basar Notuna Katki Yiizdesi(%) Toplami / Total Percentage of Contribution (%) to Success Grade: 100
Degerlendirme Tipi / Evaluation Type:
iS YUKU / WORKLOADS
Siiresi | Toplam Is Yiikii
. Sayi/ (Saat) / (Saat) / Total
SR Er e e Number | Duration Work Load
(Hours) (Hour)
Ara Sinav / Midterm Examination 1 1.00 1.00
Final Sinavi / Final Examination 1 1.00 1.00
Derse Katilim / Attending Lectures 14 3.00 42.00
Soru-Yanit / Question-Answer 14 1.00 14.00
Bireysel Calisma / Self Study 14 1.00 14.00
Ara Sinav igin Bireysel Calisma / Individual Study for Mid term Examination 10 1.00 10.00
Final Sinavi igin Bireysel Caligsma / Individual Study for Final Examination 14 1.00 14.00
Toplam / Total: 68 9.00 96.00

6/7




Dersin AKTS Kredisi = Toplam is Yiikii (Saat) / 30.00 (Saat/AKTS) = 96.00/30.00 = 3.20 ~ / Course ECTS Credit = Total Workload (Hour) / 30.00 (Hour / ECTS) = 96.00 / 30.00 = 3.20 ~

PROGRAM VE OGRENME CIKTISI / PROGRAM LEARNING OUTCOMES

Ogrenme Ciktilari /
Learning Outcomes

Program Ciktilarn / Program Outcomes

1.1.2

1.1.3

211 (3.1.1(321|33.1|34.1|342 343

1.Hizmet pazarlamasinin iligkin
kavram ve olgulari aciklar. / to

explain the concepts and facts
of the marketing of services.

2.Hizmet kalitesi, misteri
beklentileri ve misteri
memnuniyeti kavramlarini
sentez ederek, uygulamaya
yonelik 6nerilerde sunar. / to
know service quality, customer
expectations and customer
satisfaction concepts.

3.Hizmet sektdriinde triin
kavramini kavrar, cesitli
sektorler icin hizmet tasarimini
olusturur. / to understand the
product concepts in the service
sector creates a design service
for various industries.

Katki Dlzeyi / Contribution Level : 1-Cok Diistik / Very low, 2-Diisiik / Low, 3-Orta / Moderate, 4-Yuksek / High, 5-Cok Yiiksek / Very high
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