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Types, characteristics, and trends in services. Concepts and theories of psychology, sociology, and cross-
cultural communication, applied to needs analysis, wants and expectations of service receivers. Development of
personality and communicative skills of service providers. Organizational behavior of employees in service
organizations. Ethic in service profession practices. Case studies.
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Lucas R., 2019. Customer Service. New York. McGraw-Hill.

Singh M.R.P., 2019. Marketing of Service. MM-411.

Reisinger Y., Turner L., 2003. Cross-Cultural Behavior in Tourism. Burlington. Butterworth-Heinemann.
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