



MKT  412: INDIVIDUAL ASSIGNMENT

Service Encounter Paper
Journal: 

We all have a number of service encounters each week, including (but not limited to) restaurants, banks, airlines, dry cleaners, doctors, dentists, tutors, travel agencies etc. You need to keep a ‘journal’ of your service encounters or experiences. 

Download the journal entry form and make as many as 20 copies. From  week 2, start recording the encounters. At the end of the semester you need to hand in the best/useful 7 journals, of your choice. 

Encounter Paper: 

Out of your journal entries, you need to pick your best encounter and your worst encounter. 

Discussion of the best service: Discuss the 3 most important points/actions the management has focused on to deliver such a quality service. In your discussion you should demonstrate your knowledge of services marketing concepts, as learned in class. 
Discussion of the worst service: 
Based on your reading of the textbook, diagnose what went wrong with the encounter. From a services marketing perspective, what is the REAL CAUSE of the problem? Then recommend 3 SPECIFIC actions management needs to take, in order to overcome such problems in future. Please do not give any ‘motherhood’ recommendations-e.g. they need to train employees. The recommendations need to be logical and specific. 

You need to make power point slides and present this to the class. A written paper along with the journal entries need to be handed in. 

