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1. INTRODUCTION
Course Training Program of the subject was developed based on the Syllabus on subject «Logistics Service» and «Methodical Guidelines for Drawing up Syllabus and Course Training Program», approved by Directive №37 of «16»     06    2015.

2. SUBJECT CONTENT
2.1. Training schedule of the subject

	№ пор.
	Topic
(thematic section) 
	Academic Hours

	
	
	Total
	Lecture
	Practi-cals
	Lab. Classes
	Self- study

	1
	2
	3
	4
	5
	6
	7

	Module №1 «Logistics approach to customer service»

	1.1
	Customer service system
	8
	2
	2
	-
	4

	1.2
	The essence of logistics service
	8
	2
	-
	2
	4

	1.3
	Logistic approach to customer segmentation
	14
	2

2
	2
	2
	6

	1.4
	Organization of logistic customer service at various stages
	14
	2

2
	2
	2
	6

	1.5
	Module test №1
	5
	2
	-
	-
	3

	Total for the module №1
	49
	14
	6
	6
	23

	Module №2 «Optimization of customer service process»

	2.1
	Criteria for evaluating customer logistics service
	14
	2

2
	2
	2
	6

	2.2
	Methodology for assessing levels of customer logistics services
	14
	2

2
	2
	2
	6

	2.3
	Interconnection of logistics and marketing with customer service
	14
	2

2
	2
	2
	6

	2.4
	Logistics customer service strategies
	12
	2
	2
	2
	6

	2.5
	Concepts of logistic customer service
	12
	2
	2
	2
	6

	2.6
	Module test №2
	5
	2
	-
	-
	3

	Total for the module №2
	71
	18
	10
	10
	33

	Module №3 «Term Paper»

	3.1
	Carrying out and defense of Term Paper
	30
	-
	-
	-
	30

	Total for the subject
	150
	32
	16
	16
	86


2.1.1. 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. BASIC CONCEPTS OF GUIDANCE ON THE SUBJECT

3.1. List of references
Basic literature 

3.1.1. Fleming N. The Customer Loyalty Loop: The Science Behind Creating Great Experiences and Lasting Impressions Paperback. – New York: Career Press, 2016 – 272 p.

3.1.2. Inghilleri L. Exceptional service, exceptional profit : the secrets of building a five-star customer service organization / L. Inghilleri, M. Solomon. – New York: AMACOM, 2010. – 190 p.

3.1.3. Григорак М.Ю. Логістичне обслуговування: [навч.пос.] / М.Ю. Григорак, О.В. Карпунь. – К. : НАУ, 2010. – 152 с. 

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.

Additional literature

3.1.6. Griffin J. Customer Loyalty: How to Earn It, How to Keep It / J. Griffin. – New York: Jossey-Bass, 2002. – 272 p. 

3.1.7. Melivic B. Logistics in the Function of Customer Service – Relevance for the Engineering Management / B. Melivic, S. Mitrovic, A. Djokaja, N. Vatinc // Procedia Engineering 117 (2015). – P. 802 – 807.

3.1.8. Прокофьева Т. А. Логистический сервис в распределительных системах / Т.А. Прокофьева, А.Ю. Белозерский. – Смоленск: Смоленский ЦНТИ, 2009 – 264 с.

3.2. List of basic guidance materials for the subject
	№

пор.
	The name of the
	Code topics for thematic plan
	The number of

	1
	Lecture notes
	1.1(1.4, 2.1-2.5
	Electronic version

	2
	Methodological recommendations for performance of practical tasks
	1.1, 1.3(1.4, 2.1-2.5
	Electronic version

	3
	Methodological recommendations for performance of laboratory works
	1.2(1.4, 2.1-2.5
	Electronic version

	4
	Methodological recommendations for carry out Term Paper
	3.1
	Electronic version


4. RATING SYSTEM OF KNOWLEDGE AND SKILLS ASSESSMENT
4.1. Grading of different kinds of academic work performed by a student is done in accordance with Table 4.1.

Table 4.1.

Grading of different kinds of academic activities performed by a student

	Module №1
	Module №2
	Мах

Grade

	Kind of Academic Activities
	Мах

Grade
	Kind of Academic Activities
	Мах

Grade
	

	Carrying out of class works 
(5 points*3)
	15
	Carrying out of class works 
(5 points *4)
	20
	

	Carrying out of individual tasks (5 points *3)
	15
	Carrying out of individual tasks (5 points *4)
	20
	

	For carrying out module test № 1, a student must receive not less than 18 values
	For carrying out module test № 2, a student must receive not less than 24 values
	

	Module Test №1
	10
	Module Test №2
	8
	

	Total for module №1
	40
	Total for module №2
	48
	

	Semester examination
	12

	Total for the subject
	100


Continuation table 4.1

	Module №3
	Мах

Grade

	Kind of Academic Activities
	

	Carrying out Term Paper
	60

	Defense of Term Paper
	40

	Carrying out and defense of Term Paper
	100


4.2. The completed curricular activity is accounted if the student received a positive mark according to the national scale given in Table 4.2 below.

Table 4.2

Correspondence between the Grades and the National Scale

	Grades
	National scale

	Carrying out of class works
	Carrying out of individual tasks
	Carrying out module tests №1
	Carrying out module tests №2
	

	5
	5
	9-10
	8
	Excellent

	4
	4
	8
	6-7
	Good

	3
	3
	6-7
	5
	Satisfactory

	Less than 3
	Less than 3
	Less than 6
	Less than 5
	Bad


4.3. The grades a student has been given for the different kinds of academic work are summed up and the result constituting a Current Module Grade is entered into the Module Grade Register.

4.4. The Current Module Grade and the Module Test Grade together make up a Total Module Grade whose correspondence to the National Scale is shown in Table 4.3.

Table 4.3

Correspondence between the Total Module Grades and the National Scale

	Module №1
	Module №2
	National scale

	36-40
	43-48
	Excellent

	30-35
	36-42
	Good

	24-29
	29-35
	Satisfactory

	Less than 24
	Less than 29
	Bad


4.5. The Current Module Grade received by student for the carrying out and defense of Term Paper is entered into the Module Grade Register by ECTS Scale.
4.6. The Semester Module Grade is calculated as the Total Module Grades. The correspondence between Semester Module Grade values and the National Scale is given in Table 4.4.
	Table 4.4
	
	Table 4.5

	Correspondence between the Semester Module Grades  and the National Scale
	
	Correspondence between the Examination Grades and the National Scale

	Grades
	National scale
	
	Grades
	National scale

	79-88
	Excellent
	
	11-12
	Excellent

	66-78
	Good
	
	9-10
	Good

	53-65
	Satisfactory
	
	7-8
	Satisfactory

	Less than 53
	Bad
	
	Less than 7
	Bad


4.7. The Semester Module Grade and the Semester Examination Grade together make up a Total Semester Grade whose correspondence to the National Scale and the ECTS Scale is shown in Table 4.6.
Table 4.6
Correspondence of the Total Semester Grades to the National Scale and the ECTS System

	Total Semester Grades
	National Scale
	ECTS System

	
	
	ECTS Grade
	Explanation

	90-100
	Excellent
	A
	Excellent

(excellent performance with insignificant shortcomings)

	82 – 89
	Good
	B
	Very Good

(performance above the average standard with few mistakes)

	75 – 81
	
	C
	Good

(good performance altogether with a certain number of significant mistakes)

	67 – 74
	Satisfactory
	D
	Satisfactory

(performance meets the average standards)

	60 – 66
	
	E
	Satisfactory

(performance meets the minimal criteria)

	35 – 59
	Bad
	FX
	Bad

(bad performance; a second testing is required)

	1 – 34
	
	F
	Bad

(very bad performance; a student shall retake the course)


4.8. The Total Semester Grade is entered into the Examination Register, a student’s record book and into the educational card in values, National Scale grades, and ECTS Scale grades.

4.9. The Total Semester Grade is entered into a student’s record book, for example: 92/Ex/А, 87/Good/В, 79/Good/С, 68/Sat./D, 65/Sat./Е etc.

4.10. The Total Module Grade received by student for the carrying out and defense of Term Paper except Module Grade Register also is entered into a student’s record book, educational card and into the Diploma Supplement, for example: 92/Ex/А, 87/Good/В, 79/Good/С, 68/Sat./D, 65/Sat./Е etc.
4.11. The Total Grade for the subject is equal to the Total Semester Grade.
The Total Grade for the subject is entered to the Diploma Supplement.
 (Ф 03.02 – 01)

АРКУШ ПОШИРЕННЯ ДОКУМЕНТА

	№

прим.
	Куди передано (підрозділ)
	Дата 

видачі
	П.І.Б. отримувача
	Підпис отримувача
	Примітки

	
	
	
	
	
	

	
	
	
	
	
	


(Ф 03.02 – 02)

АРКУШ ОЗНАЙОМЛЕННЯ З ДОКУМЕНТОМ

	 № пор.
	Прізвище ім'я по-батькові
	Підпис ознайомленої особи
	Дата ознайом-лення
	Примітки

	
	
	
	
	

	
	
	
	
	


(Ф 03.02 – 04)

АРКУШ РЕЄСТРАЦІЇ РЕВІЗІЇ

	 № пор.
	Прізвище ім'я по-батькові
	Дата ревізії
	Підпис
	Висновок щодо адекватності

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


(Ф 03.02 – 03)

АРКУШ ОБЛІКУ ЗМІН

	№ зміни
	№ листа (сторінки)
	Підпис особи, яка

внесла зміну
	Дата внесення зміни
	Дата

введення зміни

	
	Зміненого
	Заміненого
	Нового
	Анульо-

ваного
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


(Ф 03.02 – 32)

УЗГОДЖЕННЯ ЗМІН

	
	Підпис
	Ініціали, прізвище
	Посада
	Дата

	Розробник
	
	
	
	

	Узгоджено
	
	
	
	

	Узгоджено
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