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Dersi Agan Fakilte /YO
Offering School

Antalya Bilim Universitesi Turizm Fakltesi
Antalya Bilim University School of Tourism

Dersi Agan Boélim
Offering Department

Turizm Isletmeciligi
Tourism Management

Dersi Alan Program (lar) |Turizm Isletmeciligi, Gastronomi ve Mutfak Sanatlart Zorunlu
Program(s) Offered to Tourism Management, Gastronomy and Culinary Arts Compulsory
Ders Kodu TRM 3001
Course Code
Ders Ad1 Hizmet Pazarlamas1
Course Name Services Marketing
Ogretim dili Ingilizce Ders Tiiri Teorik
Language of Instruction  [English Type of Course Theoritical
Ders Seviyesi Lisans AKTS 5
Level of Course Undergraduate ECTS
Haftalik Ders Saati 3
Hours per Week
Notlandirma Tiirii Harf Notu
Grading Mode Letter Grade
On kosul-/lﬁ_lr TRM 2005
Pre-requisites
'Yan kosul/lar Bulunmamaktadir.
Co-requisites None
Kayit Kisitlamasi Belirlenen kontenjanin iizerinde kayit alinmamaktadir.
Registration Restriction No course registration above the determined quota.
Dersin Amaci Hizmet endiistrisinde satig ve pazarlama operasyonlarina yonelik yonetim becerileri gelistirmek
Educational Objective Develop management competencies in the marketing and sales operations of the service industry
Ders icerigi Bu ders, hizmet sektorii — Oteller ve Restoranlar — kapsamindaki pazarlama ve satig operasyonlarina yonelik bilgi saglamaktadir
Course Description This course provides insights into the marketing and sales operations of the service industry — Hotels and Restaurants
OCILO 1 Hizmet sektdrii igin pazarlamanin 6nemini tanimlayarak pazarlama siirecindeki adimlari agiklar
Describe the importance of marketing to the service industry and outline the steps in the marketing process.
OCILO 2 Hizmet sektdriinde reklam ve halkla iliskiler faaliyetlerini uygular
Apply advertisement and PR activities in the service industry.
(")gren.im Ciktilar OC/LO 3 Pazarlama siirecinde markalasmanin 6nemini kavrar
Learning Outcomes Understand the importance of branding in the service marketing process.
OCILO4 Hizmet sektdriinde dogru fiyatlandirmanin dnemini agiklar
Explain the importance of proper pricing in the service industry
" Otel ve restoranlarin pazarlama etkinliklerinin etkinligini ve hizmet kalitesini degerlendirir
OCG/LO5 . : . .
Evaluate the effectiveness of the marketing efforts and service quality of the hotels and restaurants
IL. BOLUM (Fakiilte Kurulu Onayi)
PART Il ( Faculty Board Approval)
PROGRAM CIKTILARI OC/LO1 |OC/LO2 [OC/LO3 |OC/LO4 [OC/ILOS
PC1 Tiirkge ve Ingilizce sézlii, yazili ve gorsel yf'ir_ltemlerle etkin iletigim
kurma rapor yazma ve sunum yapma becerisi.
Ability to communicate effectively and write and present a report in X
POL Turkish and English.
Hem bireysel hem de disiplin igi ve ¢ok disiplinli takimlarda etkin
PG2 bigimde galigabilme becerisi.
PO2 A_bil_ity_to work individually, and in intra-disciplinary and multi- X
disciplinary teams.
Yasam boyu 6grenmenin gerekliligi bilinci ve bilgiye erisebilme,
PC3 bilim ve teknolojideki gelismeleri izleme ve kendini siirekli
yenileme becerisi.
T“en}el C¥ktllar i Recognition of the need for life-long learning and ability to access X X
(Un_lverSIte Genelinde) PO3 information , follow developments in science and technology, and
Basic Outcomes continually reinvent oneself.
(University-wide)
PC4 P-r()‘je? y('j‘nf:timi , risk yénet?rT]i, yenilik¢ilik ve degi?ikl_ik yonetimi,
girisimcilik, ve stirdiiriilebilir kalkinma hakkinda bilgi.
Y




PO4

Knowledge of project management, risk management, innovation
and change management, entrepreneurship, and sustainable
development.

PC5
PO5

Sektorler hakkinda farkindalik ve is plani hazirlama becerisi .

Awareness of sectors and ability to prepare a business plan.

PC6

PO6

Mesleki ve etik sorumluluk bilinci ve etik ilkelerine uygun
davranma.

Understanding of professional and ethical responsibility and
demonstrating ethical behavior.

Fakiilte/YO Ciktilar:
Faculty Specific
Outcomes

PC7

PO7

Bilgiy1 etkin bir sekilde kavramsallastirma, uygulama, analiz etme,
sentezleme ve degerlendirme becerisine sahiptir (Elestirel
Diistinme);

Ability to conceptualize, apply, analyze, synthesize and evaluate
information effectively (Critical Thinking);

PC8

PO8

Yenilikgi fikir ve triinleri yaraticilikla iiretebilir (Yaraticilik);

Ability to produce innovative ideas and products with creativity
(Creativity);

PC9

PO9

Liderlik, girisimcilik ve kendi kendini yonlendirme becerilerine
sahiptir (Liderlik ve Girigimcilik);

Gains leadership, entrepreneurship and self-direction skills
(Leadership and Entrepreneurship);

PC10

PO10

Etik deger ve ilkeleri onemser; mesleki ve toplumsal yagamda
bunlara uygun davranir (Etik Davranis);

Awareness about ethical values and principles; behaves accordingly
in professional and social life (Ethical Behavior);

PC11

PO11

Bilgi gereksinimini anlar, tanimlar ve bu bilgiye ulasir; bilgiyi etkili
bir sekilde kullanip baskalariyla paylasir (Bilgi Okuryazarlig)

Understands, defines and accesses information needs; use and share
information effectively with others (Information Literacy)

PC12

PO12

Bilgi ve iletisim teknolojilerini bilgi edinmede etkili bir bigimde
kullanabilir, bilgi ve deneyimlerini, teknoloji ve gorsel araglart
kullanarak baskalariyla paylasabilir (Bilgi ve {letisim Teknolojileri
Okuryazarhgr).

Use information and communication technologies effectively in
acquiring information and share their knowledge and experience
with others using technology and visual tools (Information and
Communication Technologies Literacy).

PC13

PO13

Turizm isletmeciligi ile ilgili kavramlar, kuramlar, ilkeler ve olgular
ile ilgili kapsamli ve sistemli bilgiye sahiptir.

To have comprehensive and systematic knowledge of concepts,
theories, principles and facts related to tourism management.

PG4

PO14

Isletmecilik (finans-muhasebe, insan kaynaklar yonetimi,
pazarlama, arastirma-gelistirme vb.) ve yonetim (Orgiitleme,
planlama, koordinasyon, motivasyon, kontrol etme) bilgilerini
turizm sektdriine uygulayabilir.

Apply knowledge of business administration (finance-accounting,
human resources management, marketing, research and
development, etc.) and management (organising, planning,
coordinating, motivating, controlling) to the tourism sector.

PC15

PO15

acenteler, tur operatorleri, tedarikgiler, rakipler vb.) tanir, bu
paydaslar arasindaki iliskiyi, sektorel dinamikleri ve gelismeleri
anlay1p uyum saglayabilir.

Recognise the stakeholders in the tourism sector (tourists, hotels,
restaurants, agencies, tour operators, suppliers, competitors, etc.),
understand and adapt to the relationship between these
stakeholders, sectoral dynamics and developments.

PC16

Yazili ve sozlii iletisim araglarina hakim olarak, etkin bir iletisim
kurabilir, gerekli sunum / poster / rapor vb. ¢iktilart olusturabilir,
kendisini en az iki farkli dilde ifade edebilir.




To be able to communicate effectively by mastering written and
oral communication tools, to be able to create the necessary

PO16 .
presentations/posters/reports etc., to be able to express
himself/herself in at least two different languages.

PC17 Farkli kiiltiirleri tanir; diinyadaki ve Tiirkiye’deki turistik degerleri
ve kiiltiirel miras unsurlarini bilir.

PO17 Recognises different cultures; knows the touristic values and

cultural heritage elements in the world and in Tirkiye

Turizm isletmeciligi ile ilgili teknolojik (bilgisayar yazilimlarini,
PC18 otomasyon sistemlerini ve biligim teknolojilerini) ve mesleki
gelismeleri takip eder, degisimleri isletmesine uyarlar ve bu
geligmelere gdre bilgi, becerd ve yetkintiklerini artinr, 1 v
information technologies) and professional developments related to
PO18 tourism management, adapts the changes to the business and
increases knowledge, skills and competences according to these
developments.

Gorev yaptig1 isletme igerisinde takim galigmasi yapar, isletmenin

PC19 paydaslari ile is birligini gelistirir ve isletmenin toplumu etkileyen
boyutlarinda (ekonomik, sosyal, ¢evresel, kiiltiirel) bilgi ve bilince
sahip olur.

Program Ciktilar1 To be able to work in a team within the business, to develop co-
Discipline Specific PO19 operation with the stakeholders of the business and to have
Outcomes (program) knowledge and awareness in the dimensions of the business that

affect the society (economic, social, environmental, cultural).

Mesleki etik ve mesleki sorumluluk bilincine sahip olarak,
PC20 misafirlerin 6zel hayatina, kisisel giivenlige, kiiltiirel farkliliga ve
cevreye kars1 duyarli davranarak gerekli hassasiyeti gosterir.

Demonstrates the necessary sensitivity to the private life of the
PO20 guests, personal safety, cultural diversity and the environment by
being aware of professional ethics and professional responsibility.

Turizm isletmeciligi alaninda bilimsel arastirma bilgi ve yetenegine
sahip olur ve uygulanabilecek arastirma yontemlerini kullanarak
PC21 turizm isletmelerinin hizmet tiretim siireclerini ¢éziimler, olasi
problemleri tanimlar, alternatif ¢oziimleri tasarlar ve ¢oziimleri
planlar, uygular ve denetler.

To have the knowledge and ability of scientific research in the field
of tourism management and to analyse the service production
PO21 processes of tourism enterprises by using research methods that can
be applied, to identify possible problems, to design alternative
solutions and to plan, implement and supervise solutions.

Meslegi ile ilgili mevzuati (yasa, yonetmelik, genelge vb.), temel
deger ve ilkeleri izleyerek bunlara uygun davranir; is giivenligi, is¢i
PC22 saglig1, sosyal giivenlik haklari, kalite kontrol ve yonetimi ile dogal
¢evrenin korunmasi ve siirdiiriilebilirlik konularinda yeterli bilgi ve
bilince sahip olur.

etc.), basic values and principles related to the profession; has
sufficient knowledge and awareness about occupational safety,
PO22 occupational health, social security rights, quality control and
management, protection of the natural environment and
sustainability.

diistinceyle belirleyebilir ve karsilagilabilecek olasi sorunlara
PC23 bireysel veya ekip olarak yaratici ve yenilikgi ¢oziim Onerileri
gelistirir.

To be able to identify the source of current problems in the tourism
PO23 sector with critical thinking and develop creative and innovative
solutions to possible problems that may be encountered individually
or as a team.

Yasam boyu 6grenme ve gelisme ihtiyacinin farkinda olarak,

PC24 gerekli kaynaklara erigim saglayabilir, kaynaklardan edindigi bilgiyi
yorumlayabilir ve edinilen bilgiyi temel nicel ve nitel yontemlerle
degerlendirebilir.

Being aware of the need for lifelong learning and development, can
PO24 access the necessary resources, interpret the information obtained
from the sources and evaluate the acquired knowledge with basic
quantitative and qualitative methods.

III. BOLUM (Béliim Kurulunda Gériisiiliir)
PART I11 ( Department Board Approval)




Konu No Hafta Konu . .. .. . ..
#Subjects Week Subject OC/LO1 [OC/LO2 |OC/LO3 [OC/LO4 |OC/LOS
KIS 1 1 Giris: Pers i(;er'iginin paylagilmasi D1
Introduction: Sharing the course content
Hizmet pazarlamasina giri
KIS 2 2 ' pazariamasing SIS D1
Introduction to Service Marketing
Hizmet kalitesi - hizmet pazarlamasi kavramlari
K/S 3 3 . . . . D1 D1
Service quality — service marketing concepts
Miisteri Iliskileri Yonetimi
K/S 4 4 Kapasite YOnetimi D1
CRM and Capacity management
Hizmet pazarlamas: stratejileri
KIS S > SZervicz l\jlarketin Strattje bl b1
Ogretilen Konular, 9 - 9y
POV Pazar gevresi
Konularin Ogrenim KIS 6 6 ’ D1 D1, D2
Ciktilarina Katkilar, ve Market environment
Ogrenim Degerlendirme Tiiketici davranist
KIS 7 7 A D1 D2
Metodlar: Consumer behavior
Course Subjects, Ara Sinav
ibuti 8 :
(S:olr;_trlkt)uttloE of C_ou rse Midterm Exam
ubjects to Learning ———
Mark - marka belirl 1
Outcomes, and Methods KIS 8 9 ar] as@a marka belir] e_y1c1 eri D3
for Assessing Learning of Branding — Brand Identifiers
i Agirlama endiistirisinde tiriin
Course Subjects K/S 9 10 g ! u _1 ' u D3
Product in the Hospitality Industry
Fiyatlama
K/S 10 11 y_ ) D3
Pricing
Tanitim ve sat
KIS 11 12 i ve sa D3 D2
Advertising and Sales
Pazarlama etkinliginin degerlendirilmesi
K/S 12 13 Evaluating the Marketing effort — next year’s D2
marketing plan
Genel tekrar
K/S 13 14 ) D3 D3 D3 D3 D3
General review
Donem Sonu Sinavi
Final Exam
N Tur Agirhik Uygulama Kurah Telafi Kurah
° Type Weight Implementation Rule Make-Up Rule
Ara Sinay Agik Uglu Ogrenci, okul
Ogrenim Degerlendirme D1 15% yonetmeligine gore kabul
Metotlari, Ders Notuna Midterm Exam Open-ended edilebilir mesru bir belge
Etki Agirhiklar, Uygulama sagliyorsa telafi sinavi
ve Telafi Kurallar Odev Sunumlar ve rapor yapilacaktir.
Assessment Methods, D2 25% A make-up exam will be
Weight in Course Grade, Assignment Presentations and report given if the student
Implementation and Make provides a legitimate
Up Rules Final Sinavi Agik Uglu document acceptable
D3 60% according to school
Final Exam Open-ended regulations.
TOPLAM / SUM|100%

Ogrenim Ciktilarmn
Kazanilmasimin Kamiti

Evidence of Achievement
of Learning Outcomes

kargilasacagi olaylar1 yorumlamast istenilmektedir.

theoretical knowledge learned in the lesson and the events that he will encounter in the field.

Ogrenciler 6grendiklerini, simf tartismalarinda, sinavlarda ve quizlerle gdstermektedir. Ayrica verilen ddevle, dgrencinin derste 6grendigi teorik bilgi ile, sahada

Students demonstrate what they have learned in class discussions, exams, and quizzes. In addition, with the given homework, the student is asked to interpret the

HARF HARF
NOTU ARALIK NOTU ARALIK
GRADE MARKS GRADE MARKS
Harf Notu Belirleme A+ - C+ 60-64
Metodu o Biitiin degerlendirmelerin basariyla tamamlanmasi sonucu, ortalama not belirlenecek ve A 95-100 C 55-59
Method for Determining final harf notuna doniistiiriilecektir. A- 85-94 C- 50-54
Letter Grade . . .
Upon successful completion of all assessments, the average grade will be determined and B+ 80-84 D+ 45-49
converted into a final letter grade. B 75-79 D 40-44
B- 65-74 F 0-39
No Tar Ac¢iklama Saat
Method Explaination Hours
Ogretim elemani tarafindan uygulanan siire // Time applied by instructor
1 Simif Dersi 3 saat/hafta 42
Lecture 3 hours/week
5 Etkilesimli Ders




Ogretim Metodlari,
Tahmini Ogrenci Yiikii
Teaching Methods,
Student Work Load

Interactive Lecture

Problem Dersi

3 .
Recitation
Laboratuvar

4 Laboratory
Uygulama

> Practical

6 Saha Calismasi

Field Work

Ogrencinin ayirmasi beklenen tahmini siire // Time expected to be allocated by student

Ara Smav Ogrencinin ara sinavi dncesinde yapmast beklenen hazirlik saati
7 30
Midterm Exam The preparation time that the student is expected to do before the midterm exam
Odev Odev konusunun arastiriimasi ve sunum/rapor olarak hazirlanmast igin gegen siire
8 . . . ) ) 10
. Researching the topic of the presentation and time required to prepare the
Assignment .
presentation
9 Sunum Sunum konusunun aragtirilmast ve sunum i¢in hazirlanma 10
Presentations Researching the topic of the presentation and preparing for the presentation
10 Ders Tekrari Haftalik ders 6ncesi yapilan ¢alismalar (1 saat/hafta) 14
Review Weekly pre-class studies (1 hour/week)
1 Final Sinavi Ogrencinin final sinavi éncesinde yapmasi beklenen hazirhik saati 30
Final Exam The preparation time that the student is expected to do before the final exam
Ofis Saati D“ersten sonra isteyen dgrencilerin katildig1, anlagilmayan konularin tekrar edildigi
stire
12 10

Office Hours

Time needed to repeat the subjects that are not understood with the voluntary
participation of students (3 hours/week)

TOPLAM / TOTAL 146

IV.BOLUM
1IV. PART

Ogretim Elemant
Instructor

isim Soyisim
Name Surname

Dr. Gozdegiil BASER

E-posta
E-mail

Ofis

Office B2-49

gozdegul.baser@antalya.edu.tr

Goriisme saatleri

Office Hours

3 saat/hafta (Ogretim iiyesinin haftalik ders programina gore belirlenir ve donem baginda ilan edilir.)

3 hours/week (Determined according to the weekly course schedule of the lecturer and announced at the beginning of
the semester.)

Ders Materyalleri
Course Materials

Zorunlu
Mandatory
Philip Kotler, John T. Bowen, and Seyhmus Baloglu (2022) Marketing for Hospitality and Tourism, 8th Edition,
a Pearson Education (US).
Onerilen
Recommended

National Restaurant Association (2013). ManageFirst: Hospitality & Restaurant Marketing (2nd ed.). Pearson Education
(USs).

Diger
Other

Akademik Duristlik

Scholastic Honesty

Okulla ilgili diiriistliik ihlallerini igerir ancak sadece kopya ¢ekme, eser hirsizligi ile sinirlt degildir, bagkalarinin
calismalarini teslim etme, 6gretim gorevlisi ya da baskasinin ¢aligmasini izinsiz kullanmayida igerir. Hehangi bir
dirtistlik ihlali ciddi bir akademik sugtur ve disiplin cezas1 vardir.

It includes violations of school integrity, but is not limited to cheating, plagiarism, but also handing over the work of

others, using the work of a lecturer or someone else without permission. Any breach of integrity is a serious academic
offense and is subject to disciplinary action.

Engelli Ogrenciler
Students with Disabilities

Engelli 6grencilere belirli sinirlar dahilinde yardim saglanir.
Students with disabilities are provided with assistance within certain limits.

Giivenlik Konular

Safety Issues

Esneklik Ders igerigi degisebilir. Ogrenciler degisiklikler hakkinda bilgilendirililir.
Flexibility Course content is subject to change. Students are informed about the changes.
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