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1. EXPLANATORY NOTES

The Syllabus on «Logistics Service» is developed on the basis of «Methodical Guidelines for Drawing up Syllabus and Course Training Program», approved by Directive №37 of «16»     06    2015.

This subject is a theoretical and practical basis of the totality of knowledge and skills that form the profile of a specialist in the field of logistics.

The purpose of teaching subject is the formation of knowledge and skills of organization of logistics customer service in the company, assessing the quality of their services and developing an optimal customer service strategy in a rapidly changing market environment.

Tasks to study the subject are:

· organization of logistics services for the clients of the company;

· planning and controlling customer service;

· definition of criteria and assessment of customer logistics;

· finding the optimal level of customer service;

· organization of the relationship between marketing and logistics when servicing customers;

· choosing of logistics service concepts;

· development of an optimal strategy for working with clients of the company.

As a result of this subject mastering a student should:

Know:

· basic definitions and terms of academic discipline;

· the role of logistics services in the customer service system;

· the main stages of logistics customer service;

· logistic principles of client segmentation;

· criteria of logistic customer service;

· existing levels of logistic customer service;

· existing concepts of logistics customer service;

· possible logistic customer service strategies.

Be able to:

· use logistic principles for customer segmentation;

· define priorities in servicing clients;

· calculate the criteria for evaluating customer logistics;

· determine the existing and optimal level of logistics services;

· apply existing concepts of logistics services to companies;

· develop optimal strategies for working with clients of the company.

Training material is structured according to a module principle and consists of two educational modules: 

· training module №1 «Logistics approach to customer service»;

· training module №2 «Optimization of customer service process», each of which is logically complete, relatively independent, integral part of the subject, learning which provides for modular test and analyze the results of its implementation.
A separate third module is the Term Paper that a student carry out in the fourth semester. The Term Paper is an important part of consolidating and deepening the theoretical and practical knowledge and skills which are acquired by the student in the process of assimilating the educational material of the subject.

The subject «Logistics Service» knowledge-based subjects such as «Basics of Logistics and Supply Chain Management», «Marketing», «Logistics of supply, production and distribution», «Commodity Knowledge in Logistics», «Quality Management of Logistics Operations and Services» and is the basis for the study of such subjects as «Logistics Project Management», «Sales of Logistics Services» and others.

2. SUBJECT CONTENT 
2.1. Module №1 «Logistics approach to customer service».

Topic 2.1.1. Customer service system.

The growing importance of customer service in the modern economy. Basic concepts and categories of services: consumer and customer, service (product), service (process) and service (complex). The essence of the customer service process. Basic elements of the service system. The role and place of logistics services in the customer service system.

Topic 2.1.2. The essence of logistics service.

General characteristics of logistic customer service. Main tasks, principles and goals of logistic customer service at the enterprise. The process of forming logistics customer service. Logistics customer service system. Principles of forming a logistic customer service system.

Topic 2.1.3. Logistic approach to customer segmentation.

Logistics principles of client segmentation. Differentiated approach to customer service. ABC-XYZ analyzes of clients. Develop recommendations for servicing different customer segments. Customer profitability matrix. Ways to increase customer profitability.

Topic 2.1.4. Organization of logistic customer service at various stages.

Organization of customer service at different stages: pre-sale, at the time of sale and after-sales. The main stages of the order fulfillment process are: order planning, order transfer, order processing, selection and completion of the order, delivery of the order. Cycle of logistic customer service. Designing a customer service chain.

2.2. Module №2 «Optimization of customer service process».

Topic 2.2.1. Criteria for evaluating customer logistics service.

Criteria for evaluating customer logistics service. Principles of calculation of criteria for assessing logistics services. Ranking criteria for logistics services. Selection of the most important criteria for logistics services.

Topic 2.2.2. Methodology for assessing levels of customer logistics services.

Possible levels of logistic customer service. Quantitative assessment of the existing level of logistics services. Modeling the process of finding and selecting the optimal level of logistics services. The concept and principles of developing customer service standards.

Topic 2.2.3. Interconnection of logistics and marketing with customer service.

The essence of the relationship between marketing and logistics when serving customers. Interconnection of logistics and marketing at customer service at different stages of the product's life cycle. Waiting for customers and their satisfaction. Gaps in customer service. Loyal customer and the benefits of his retention. Logistic approach to implementing loyalty programs.

Topic 2.2.4. Logistics customer service strategies.

The concept of a logistics service strategy. Low cost maintenance strategy. Customer Selection Strategy. Strategy of logistics skills. Strategy is the most important element of service. Optimum level of service strategy. Development of the logistic customer service strategy.

Topic 2.2.5. Concepts of logistic customer service.

The concept of logistics customer service. Quick Response Concept (QR). The concept of "Effective Consumer Response (ECR)". The concept of "mass customization" (Mass Customization). Concept of "postponed completion of goods". The concept of Customer Relationship Management (CRM).

2.2. Module №3 «Term Paper»
In the sixth semester, students carry out the Term Paper (TP) in accordance with approved methodological recommendations. This is being done in order to consolidate and deepen the theoretical and practical knowledge and skills acquired by the student in the process of assimilating the educational material of the subject of organizing the customer logistics services, which are used in the future in the study of many of the following subjects professional training.

The carrying out of the TP is an important stage in preparing for participation in student conferences, the accomplishment of the thesis of a future specialist in the field of logistics.

The specific objective of the TP is to consolidate, systematize, generalization and deepen knowledge of logistics services, promote autonomy in solving specific problems and acquiring practical skills in developing a logistics customer service strategy for a specific company.

For successful carrying out TP, the student have to know basic elements of service and their influence on the level of logistic customer service; the essence of the logistic approach to customer segmentation; the main stages of the customer service process; criteria of logistic customer service; possible levels of logistics service; be able to segment the customer base of the enterprise and make conclusions from the results obtained; to determine and calculate the main criteria of logistic customer service; find the existing and optimal levels of customer service; develop standards for logistics services for different categories of customers.

The student individually in accordance with the methodological recommendations carries out the execution, registration and defence of the TP.

The time required to complete the TP is up to 30 hours of self-study.

3. LIST OF REFERENCES
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3.1.4. Логістичне обслуговування: Навч. посіб. для студ. вищ. навч. закл. / О.В. Посилкіна, Р.В. Сагайдак-Нікітюк, О.В. Боровський, Г.В. Кубасова. – Х.: Вид-во НФаУ, 2009. – 364 с.

3.1.5. Чухрай Н. Логістичне обслуговування: [підруч.]. / Н. Чухрай. – Львів : Видавництво Національного університету «Львівська політехніка», 2006. – 292 с.
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