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	Title
	Questions
	Page
	Chapter
	Due Date

	The Service Economy
	---------
	N / A
	Chapter 1
	04/02/2021

	The Service Economy
	1, 2, 3 & 5
	23
	Chapter 1
	09/02/2021

	Service Strategy
	2, 3, 5 & 6
	53
	Chapter 2
	16/02/2021

	New Service Development
	1, 2, 3 & 4
	86
	Chapter 3
	23/02/2021

	The Service Encounter
	1, 2, 3,4 & 5
	112
	Chapter 4
	02/03/2021

	Service Quality
	2, 4, 6.3 & 6.6
	174 + pp. 176 - 178
	Chapter 6
	09/03/2021

	Process Improvement
	1, 2,3 & 4
	204
	Chapter 7
	08/04/2021

	Service Supply Relationships
	1, 2 , 3 & 5
	269
	Chapter 9
	15/04/2021

	Globalization of Services
	1, 2, 3 & 4
	295
	Chapter 10
	27/04/2021

	Managing Capacity & Demand
	1, 2, 4 & 6
	321
	Chapter 11
	04/05/2021


