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Able to understand 1.1 Explain the Criteria: Reading literature, Reading literature, 0%
g}eegicis;lcegggg?ve}fe irgesi?\l/ri]geo{ t29fm5 L.ifyou answer | listening to students' | listening to students'
Explain the correctly, the exp]anatlons. . exp]ananons. )
meaning of total score is assignments Reading | assignments Reading
excellent service 100 (9 literature, listening to | literature, listening to
1.3 Explain the questions) lecturers* lecturers* explanations,
basic concept of 2.Question no. 1 explanations, assignments, case
?K%ege?tl ser\{];:ye = 10 ' assignments, case studies given and
L lcent B studies given and discussed by
the o|}|:>Ject|ves_of 3.Question no. 2 discussed by colleagues Reading
excellent service =10 . X . -
2.2 Identify the . colleagues Reading literature, listening to
benefits of 4.Question no. 3 | jiterature, listening to | lecturers' explanations,
excellent service =10 lecturers' assignments,
2.3 Explain the 5.Question no. 4 | explanations, 2X50
principles of =10 assignments,
gxfifé};ggmce 6.Question no. 5 |2 X 50
examples of =10
cases of excellent 7.Question no. 6
service in society =10
3.1 Identify 8.Question no. 7
customer =10
expectations for - i
service 3.2 9.Question no. 8
Analyze the role =10
of service in the 10.Question no.
world economy 9=120
Forms of
Assessment :
Participatory
Activities, Project
Results Assessment
/ Product
Assessment,
Practices /
Performance
Able to understand 1.1 Explain the Criteria: Reading literature, Reading literature, 0%

the basic concepts
of excellent service

meaning or terms
in service 1.2
Explain the
meaning of
excellent service
1.3 Explain the
basic concept of
excellent service
(A3) 2.1 Identify
the objectives of
excellent service
2.2 |dentify the
benefits of
excellent service
2.3 Explain the
principles of
excellent service
2.4 Analyze
examples of
cases of excellent
service in society
3.1 Identify
customer
expectations for
service 3.2
Analyze the role
of service in the
world economy

1.1f you answer
correctly, the
total score is
100 (9
guestions)
2.Question no. 1
=10
3.Question no. 2
=10
4 .Question no. 3
=10
5.Question no. 4
=10
6.Question no. 5
=10
7 .Question no. 6
=10
8.Question no. 7
=10
9.Question no. 8
=10
10.Question no.
9=20

Forms of
Assessment :
Participatory
Activities, Project
Results Assessment
/ Product
Assessment,
Practices /
Performance

listening to students*
explanations.
assignments Reading
literature, listening to
lecturers'
explanations,
assignments, case
studies given and
discussed by
colleagues Reading
literature, listening to
lecturers'
explanations,
assignments,

2 X 50

listening to students*
explanations.
assignments Reading
literature, listening to
lecturers* explanations,
assignments, case
studies given and
discussed by
colleagues Reading
literature, listening to
lecturers* explanations,
assignments,

2X50




Able to understand 1.1 Explain the Criteria: Reading literature, Reading literature, 0%
ﬂ}e baslllc C?“CEPIS meaning 0{ tzerms L.ifyou answer | listening to students' | listening to students'
or excellent service Ex?)?z;\ilr:c&e' correctly, the | explanations. | explanations. ‘
meaning of total score is assignments Reading | assignments Reading
excellent service 100 (9 Ilterature: listening to Ilterature‘, listening to
1.3 Explain the questions) Iecturers_ Iect_urers explanations,
basic concept of 2.Question no. 1 explanations, assignments, case
((a;g;elée?tlsgmfye S 10 ’ assignments, case studies given and
-+ ldent . . studies given and discussed by
tehx?:gl?éi?ls\fns/ig; 3'9?85“()” no.2 | giscussed by . (_:olleagues_ Reqding
2.2 Identify the - . colleagues Reading literature, listening to
benefits of 4.Question no. 3 | jiterature, listening to | lecturers' explanations,
excellent service =10 lecturers' assignments,
2.3 Explain the 5.Question no. 4 | explanations, 2X50
principles or =10 assignments,
gxfifé};ggmce 6.Question no. 5 |2 X 50
examples of =10
cases of excellent 7.Question no. 6
service in society =10
3.1 Identify 8.Question no. 7
customer =10
expectations for i
service 3.2 9.Question no. 8
Analyze the role =10
of service in the 10.Question no.
world economy 9=20
Forms of
Assessment :
Participatory
Activities, Project
Results Assessment
/ Product
Assessment,
Practices /
Performance
Able to understand | 1.1 Explain the Criteria: Reading literature, Reading literature, 0%

the basic concepts
of excellent service

meaning or terms
in service 1.2
Explain the
meaning of
excellent service
1.3 Explain the
basic concept of
excellent service
(A3) 2.1 Identify
the objectives of
excellent service
2.2 Identify the
benefits of
excellent service
2.3 Explain the
principles of
excellent service
2.4 Analyze
examples of
cases of excellent
service in society
3.1 Identify
customer
expectations for
service 3.2
Analyze the role
of service in the
world economy

1.1f you answer
correctly, the
total score is
100 (9
guestions)
2.Question no. 1
=10
3.Question no. 2
=10
4.Question no. 3
=10
5.Question no. 4
=10
6.Question no. 5
=10
7 .Question no. 6
=10
8.Question no. 7
=10
9.Question no. 8
=10
10.Question no.
9=20

Forms of
Assessment :
Participatory
Activities, Project
Results Assessment
/ Product
Assessment,
Practices /
Performance

listening to students'
explanations.
assignments Reading
literature, listening to
lecturers'
explanations,
assignments, case
studies given and
discussed by
colleagues Reading
literature, listening to
lecturers'
explanations,
assignments,

2 X50

listening to students'
explanations.
assignments Reading
literature, listening to

lecturers* explanations,

assignments, case
studies given and
discussed by
colleagues Reading
literature, listening to

lecturers* explanations,

assignments,
2 X 50




Able to understand 1.1 Explain the Criteria: Reading literature, Reading literature, 0%
the basic concepts | meaning or terms 1.fyou answer | listening to students' | listening to students'
of excellent service Ex?)?z;\ilr:c&g'z correctly, the | explanations. | explanations. ‘
meaning of total score is assignments Reading | assignments Reading
excellent service 100 (9 literature, listening to | literature, listening to
1.3 Explain the questions) lecturers* lecturers* explanations,
basic concept of 2.Question no. 1 explanations, assignments, case
excellent service = ' assignments, case studies given and
(A3) 2.1 Identify =10 studies given and discussed by
the objectives of 3.Question no. 2 discussed by colleagues Reading
excellent service =10 . - . )
2.2 Identify the 4 . golleagues_ Regdmg literature, Ilstemng‘to
benefits of -Question no. 3 | jiterature, listening to | lecturers' explanations,
excellent service =10 lecturers' assignments,
2.3 Explain the 5.Question no. 4 | explanations, 2 X 50
principles of =10 assignments,
excellent service 6.Question no. 5 |2 X 50
2.4 Analyze =
examples of =10 .
cases of excellent 7.Question no. 6
service in society =10
3.1 Identify 8.Question no. 7
customer -10
expectations for i
service 3.2 9.Question no. 8
Analyze the role =10
of service in the 10.Question no.
world economy 9=120
Forms of
Assessment :
Participatory
Activities, Project
Results Assessment
/ Product
Assessment,
Practices /
Performance
Able to understand 1.1 Explain the Criteria: Reading literature, Reading literature, 0%

the basic concepts
of excellent service

meaning or terms
in service 1.2
Explain the
meaning of
excellent service
1.3 Explain the
basic concept of
excellent service
(A3) 2.1 Identify
the objectives of
excellent service
2.2 Identify the
benefits of
excellent service
2.3 Explain the
principles of
excellent service
2.4 Analyze
examples of
cases of excellent
service in society
3.1 Identify
customer
expectations for
service 3.2
Analyze the role
of service in the
world economy

1.1f you answer
correctly, the
total score is
100 (9
guestions)
2.Question no. 1
=10
3.Question no. 2
=10
4 .Question no. 3
=10
5.Question no. 4
=10
6.Question no. 5
=10
7 .Question no. 6
=10
8.Question no. 7
=10
9.Question no. 8
=10
10.Question no.
9=20

Forms of
Assessment :
Participatory
Activities, Project
Results Assessment
/ Product
Assessment,
Practices /
Performance

listening to students'
explanations.
assignments Reading
literature, listening to
lecturers'
explanations,
assignments, case
studies given and
discussed by
colleagues Reading
literature, listening to
lecturers'
explanations,
assignments,

2 X50

listening to students'
explanations.
assignments Reading
literature, listening to
lecturers* explanations,
assignments, case
studies given and
discussed by
colleagues Reading
literature, listening to
lecturers* explanations,
assignments,

2X50




7 Provide assistance | 7.1 Explain the Criteria: Reading literature, 0%
to customers meaning of 1.1f you answer | listening to students*
customer 7.2 correctly. the explanations.
Mention the types Y, X
of customers 7.3 total score is assignment
Explain how to 100 (4 2X50
serve customers i
: questions)
well. 7.4 Provide -
assistance to 2.Question no. 1
customers =25
3.Question no. 2
=25
4 .Question no. 3
=25
5.Question no. 4
=25
Forms of
Assessment :
Participatory
Activities, Project
Results Assessment
/ Product
Assessment,
Practices /
Performance
8 uTsS 0%
2 X 50
9 Able to understand 9.1 Explain Criteria: Reading literature, 0%
SOPs/procedures SOPs/procedures 1.1fyou answer | listening to students'
in providing for providing v all explanations
assistance to assistance to correctly & Assi s and
customers customers 9.2 total marks are | ASSIgnments, and
Explain indicators 100 (3 practice procedures in
e ety by |, uestons) e
customers 9.3 2.?uest|0n no. 1 (telephone/SMS/email
Explain =30 media)
procedures for 3.Question no. 2 2 X 50
providing =35
assistance to ;
customers 9.4 4.9uest|on no. 3
Practice =35
procedures for
providing
assistance to
customers
10 Ableto ) 10.1 Explain the | Criteria: Reading literature, 0%
communicate with basics of 1.If you answer | listening to students'
customers communication

10.2 Mention the
elements of
communication
10.3
Communicate
with customers
10.4 Explain the
obstacles to
communicating
with customers
10.5 Explain the
process of cross-
cultural
communication

correctly, the
total score is
100 (5
guestions)
2.Question no. 1
=20
3.Question no. 2
=20
4.Question no. 3
=20
5.Question no. 4
=20
6.Question no. 5
=20

explanations.
Assignment
2 X 50




11 Able to understand | 11.1 Explain the | Criteria: Reading literature, 0%
public services meaning of public 1.If you answer listening to students*
service 11.2 lanations.
Explain the correctly, the expl
principles of total score is [ Assignment and
public service 100 (5 discussion
msgonte | qustors [2X50
Bublicpservice 2.Question no. 1
11.4 Explain =20
public service 3.Question no. 2
standards 12.1 =20
g;ge‘?lrs;?ggrvice 4.Question no. 3
in public service =20
12.2 Understand 5.Question no. 4
the criteria for =20
evaluating 6.Question no. 5
excellent service ~20
7 .If you answer
correctly, the
total score is
100 (5
guestions)
8.Question no. 1
=20
9.Question no. 2
=15
10.Question no.
3=15
11 .Question no.
4=20
12.Question no.
5=15
13.Question no.
6=15
12 Able to understand | 11.1 Explain the | Criteria: Reading literature, 0%

public services

meaning of public
service 11.2
Explain the
principles of
public service
11.3 Explain the
principles of
public service
11.4 Explain
public service
standards 12.1
Understand
excellent service
in public service
12.2 Understand
the criteria for
evaluating
excellent service

1.1f you answer
correctly, the
total score is
100 (5
guestions)
2.Question no. 1
=20
3.Question no. 2
=20
4 .Question no. 3
=20
5.Question no. 4
=20
6.Question no. 5
=20
7 .If you answer
correctly, the
total score is
100 (5
guestions)
8.Question no. 1
=20
9.Question no. 2
=15
10.Question no.
3=15
11.Question no.
4 =20
12.Question no.
5=15
13.Question no.
6=15

listening to students'
explanations.
Assignment and
discussion

2 X50




13 Able to understand 13.1 Explain the [ Criteria: Reading literature, 0%
customer definition of 1.If you answer listening to students*
satisfaction and customer correctly, the explanations.
customer loyalty satisfaction 13.2  H Assi

Explain the total score is ssignment
factors that 100 (8 2X50
determine the questions)
level of customer -
satisfaction 13.3 2.Question no. 1
Explain the =10

method of 3.Question no. 2
meatlsuring =10

customer :
satisfaction 13.4 4._Quest|on no.3
Explain the =10 .
relationship 5.Question no. 4
between =10

customer i
satisfaction and 6._Qggst|on no.5
customer - .
perceptions and 7.Question no. 6
expectations 13.5 =10

Explain the 8.Question no. 7
benefits of :Qlo

measurin

customerg 9.Question no. 8
satisfaction 14.1 =10

Explain the 10.Question no.
definition of 9=10
customer loyalty

14.2 Explain the

stages of loyalty

14.3 Explain the

benefits of

customer loyalty

14.4 Explain the

relationship

between

customer

satisfaction and

customer loyalty

14 Able to understand 13.1 Explain the | Criteria: Reading literature, 0%
customer definition of 1.If you answer listening to students’
satisfaction and customer correctly, the explanations.
customer loyalty satisfaction 13.2  H Assi t

Explain the total score is ssignmen
factors that 100 (8 2X50
determine the questions)
level of customer ;
satisfaction 13.3 2.ngstlon no.1
Explain the =

method of 3.Question no. 2
measuring =10

customer ;
satisfaction 13.4 4'?28%0" no. 3
Explain the =

relationship 5.Question no. 4
between =10

customer i
satisfaction and 6.?I.2,ISSIIOI'] no. 5
customer - .
perceptions and 7 .Question no. 6
expectations 13.5 =10

Explain the 8.Question no. 7
benefits of 910 ’
measurin -

customerg 9.Question no. 8
satisfaction 14.1 =10

Explain the 10.Question no.
definition of 9=10

customer loyalty
14.2 Explain the
stages of loyalty
14.3 Explain the
benefits of
customer loyalty
14.4 Explain the
relationship
between
customer
satisfaction and
customer loyalty




15 Ablglto identgy 15.1 Criteria: Reading 0%
roplems an .. .
Eervice strategies | EXplaining the 1-'Cf0>;?:c:”3twh2r literature,
service strategy Y, I listening to
X o total score is .
(intangibility ) 100 (8 students
15.2 questions) explanations.
Identify 2.Question no. 1
emerging =20 )
i Assignment
problems 3.9;gst|on no. 2 - 590
15.3 . 4.Question no. 3
Explain =20
Heterogeneity 5.Question no. 4
service strategy =10
15.4 6.Question no. 5
’ =20
Analyze 7 .Question no. 6
demand -10
alternatives
15.5
Explain the
Inseparability
service strategy
Explain
Perishability's
service strategy
16 UAS 0%
2 X 50

Evaluation Percentage Recap: Project Based Learning

[ No [ Evaluation | Percentage

0%

Notes
1.

S T

© o~

10.
11.
12.

Learning Outcomes of Study Program Graduates (PLO - Study Program) are the abilities possessed by each Study Program
graduate which are the internalization of attitudes, mastery of knowledge and skills according to the level of their study program
obtained through the learning process.

The PLO imposed on courses are several learning outcomes of study program graduates (CPL-Study Program) which are used
for the formation/development of a course consisting of aspects of attitude, general skills, special skills and knowledge.

Program Objectives (PO) are abilities that are specifically described from the PLO assigned to a course, and are specific to the
study material or learning materials for that course.

Subject Sub-PO (Sub-PO) is a capability that is specifically described from the PO that can be measured or observed and is the
final ability that is planned at each learning stage, and is specific to the learning material of the course.

Indicators for assessing ability in the process and student learning outcomes are specific and measurable statements that
identify the ability or performance of student learning outcomes accompanied by evidence.

Assessment Criteria are benchmarks used as a measure or measure of learning achievement in assessments based on
predetermined indicators. Assessment criteria are guidelines for assessors so that assessments are consistent and unbiased.
Criteria can be quantitative or qualitative.

Forms of assessment: test and non-test.

Forms of learning: Lecture, Response, Tutorial, Seminar or equivalent, Practicum, Studio Practice, Workshop Practice, Field
Practice, Research, Community Service and/or other equivalent forms of learning.

Learning Methods: Small Group Discussion, Role-Play & Simulation, Discovery Learning, Self-Directed Learning, Cooperative
Learning, Collaborative Learning, Contextual Learning, Project Based Learning, and other equivalent methods.

Learning materials are details or descriptions of study materials which can be presented in the form of several main points and
sub-topics.

The assessment weight is the percentage of assessment of each sub-PO achievement whose size is proportional to the level of
difficulty of achieving that sub-PO, and the total is 100%.

TM=Face to face, PT=Structured assignments, BM=Independent study.
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