JOURNAL 4 WEEK 6 
TOPIC: EMPLOYEE AND CUSTOMERS
TEXTBOOK: Required Textbook Readings
SELECT AN ARTICLE ON THE WEEK TOPIC LISTED ABOVE.
1. Zeithaml (Ch 11, 12). – (LO 1,2, 3)

Grading Criteria for a Journal Entry
· Subject: Journal entry thoroughly answers the questions posed in the prompt
· Quality: Journal entry is thoughtful, carefully written and demonstrates self-reflection with regards to the topic.
· Clarity: Journal entry is clear, logical, and articulate.
· Mechanics: Journal entry contains few or no grammatical errors.

follow APA guidelines in preparation for the Capstone. Make sure you include in-text citations including the page number, as we have two required textbooks.
Writing Prompts for Each Journal Entry:
· Something that gave you an AHA! moment
· Something that triggered your emotions
· Something that you’re still wondering

JOURNAL 5 WEEK 7
TOPIC: DEMAND AND CAPACITY
TEXTBOOK: Required Textbook Readings
SELECT AN ARTICLE ON THE WEEK TOPIC LISTED ABOVE.

1. Bordoloi (Ch 11, 12)
2. Zeithaml (Ch 13)

Grading Criteria for a Journal Entry
· Subject: Journal entry thoroughly answers the questions posed in the prompt
· Quality: Journal entry is thoughtful, carefully written and demonstrates self-reflection with regards to the topic.
· Clarity: Journal entry is clear, logical, and articulate.
· Mechanics: Journal entry contains few or no grammatical errors.

follow APA guidelines in preparation for the Capstone. Make sure you include in-text citations including the page number, as we have two required textbooks.
Writing Prompts for Each Journal Entry:
· Something that gave you an AHA! moment
· Something that triggered your emotions
· Something that you’re still wondering



WEEK 8: DISCUSSION 3: REFLECTION PAPER
You are to prepare a one or two-page (500-1000 words) reflection paper on what you learned from this course. It is important to demonstrate that you are connecting the reading material with personal experiences and practices.

At the end of this module students will be able to:
1. Demonstrate your knowledge on the core concepts of the service relationship, service employees and customers, and demand and capacity (W8LO1; CLO4, CLO5)

Please post your reply, using the following criteria:
· 12pt Times New Romans
· Normal Margins: Top 1", Bottom 1", Left 1", Right 1"
· Single-spaced
· Topic: Three key takeaways from this course
· Five paragraphs
· Introduction
· Body 1
· Body 2
· Body 3
· Conclusion

