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Short This course includes a discussion of the basic concepts of the nature of recognizing and defining excellent service, relevant to aspects of the general
Course description of excellent service, the concept of excellent service, principles of excellent service, forms of excellent service. Lectures are conducted
Description | using lecture, discussion and role playing methods.
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Final abilities of Evaluation Learning methods, R
Week- | €ach learning Student Assignments, [ Assessment
stage [ Estimated time] References Weight (%)
Sub-PO,
( ) Indicator Criteria & Form Offline ( offline ) Online ( online) 1
(2) (2) @) 4 (5) (6) (7) (8)
1 Understand the - Explaining Criteria: Lecture Questions and 0%
meaning/definition | ontology of Assess understanding of | Answers Discussion
of excellent service excellent the meaning, material, 2 X 50
service - scope and objectives of
Explaining excellent service
epistomology
of excellent
service -
Explaining
axiology of
excellent
service




Understand and Can describe | Criteria: discussion of the concept of 0%
ggﬁgggfé?e 1th% gﬁgﬁfpt of l.Scorg >80 excellent service performing
excellent service. service Can 2.Provide several excellent service
Implement describe problems/phenomena | 2 X 50
excellent service service in the field of
standards strategy excellent service and
standards problem points and
be able to provide
reasons for the
importance of these
phenomena being
discussed
3.Score > 65
4.Provides several
problems/natural
phenomena in the
field of excellent
service and problem
points
5.Score < 50
6.Wrong answer / no
answer
Understand and Can describe | Criteria: discussion of the concept of 0%
describe the the concept of 1.Score > 80 excellent service performing
ggggﬁgrtno ;ervice. gé(r:veiltlzgn(t:an 2.Provide several excellent service
Implement describe problems/phenomena | 2 X 50
excellent service service in the field of
standards strategy excellent service and
standards problem points and
be able to provide
reasons for the
importance of these
phenomena being
discussed
3.Score > 65
4.Provides several
problems/natural
phenomena in the
field of excellent
service and problem
points
5.Score < 50
6.Wrong answer / no
answer
Understand and Can describe | Criteria: discussion of the concept of 0%
describe the the concept of 1.Score > 80 excellent service performing
ggggﬁ(g;to ;ervice. (se;(r‘ﬁltl:gnct:an 2.Provide several excellent service
Implement describe problems/phenomena | 2 X 50
excellent service service in the field of
standards strategy excellent service and
standards problem points and
be able to provide
reasons for the
importance of these
phenomena being
discussed
3.Score > 65
4.Provides several
problems/natural
phenomena in the
field of excellent
service and problem
points
5.Score < 50
6.Wrong answer / no
answer
Identifying understand the | Criteria: lecturediscussionpresentation 0%
institutional types of 1.Score > 80 2 X 50
(organizational organizations 2 Provide several
structure) services. in providing .
Understanding excellent problems/phenomena
human resource service, in the field of planning
management in analyze the in the problem points
public services culture and
types of and _be able to
organizations provide reasons for
in providing the importance of
excellent these phenomena
service

being discussed
3.Score > 65
4.Provide several
problems/phenomena
in the planning area
in problem points
5.Score < 50
6.Wrong answer / no
answer




6 Identifying understand the | Criteria: lecturediscussionpresentation 0%
institutional types of 1.Score > 80 2 X 50
(organizational organizations 2'P id |
structure) services. | in providing -Provide severa
Understanding excellent problems/phenomena
human resource service, in the field of planning
management in analyze the in the problem points
public services culture and d be abl

types of and be able to
organizations provide reasons for
in providing the importance of
excellent these phenomena
service being discussed
3.Score > 65
4.Provide several
problems/phenomena
in the planning area
in problem points
5.Score < 50
6.Wrong answer / no
answer

7 Identifying understand the | Criteria: lecturediscussionpresentation 0%
institutional types of 1.Score > 80 2 X 50
(organizational organizations 2.P id |
structure) services. | in providing -Frovide severa
Understanding excellent problems/phenomena
human resource service, in the field of planning
management in analyze the in the problem points
public services culture and

types of and _be able to
organizations provide reasons for
in providing the importance of
excellent these phenomena
service being discussed
3.Score > 65
4.Provide several
problems/phenomena
in the planning area
in problem points
5.Score < 50
6.Wrong answer / no
answer
8 Midterm exam 0%
2 X50

9 Students are able Identify factors | Criteria: discussion presentation 0%
to identify service that influence 1.Score > 80 2 X 50
quality service quality 2'p id |

Explain the .Provide several
importance of problems/phenomena
improving in the field of
igg;gﬁmes excellent service and
(priority scale) problem pomts_and
be able to provide
reasons for the
importance of these
phenomena being
discussed
3.Score > 65
4.Provides several
problems/natural
phenomena in the
field of excellent
service and problem
points
5.Score < 50
6.Wrong answer / no
answer

10 Students are able Identify factors | Criteria: discussion presentation 0%

to identify service that influence 1.Score > 80 2 X 50

quality

service quality
Explain the
importance of
improving
service
capabilities
(priority scale)

2.Provide several
problems/phenomena
in the field of
excellent service and
problem points and
be able to provide
reasons for the
importance of these
phenomena being
discussed

3.Score > 65

4.Provides several
problems/natural
phenomena in the
field of excellent
service and problem
points

5.Score < 50

6.Wrong answer / no
answer




11 analyze consumer customer Criteria: reviewing excellent service 0%
problems, provide service i 1.Score > 80 strategies analyzing service
service responses communication 2 Provi strategies according to
to consumer measures -Provide several
expectations in customer problems/phenomena | customer problems
accordance with satisfaction in the field of measuring consumer
the principles of excellent service and satisfaction
excellent service, . 2 X 50
be able to manage problem pomts_and
the integrity of be able to provide
public services, be reasons for the
abI? to understand importance of these
customer )
satisfaction ph enomena being

discussed

3.Score > 65

4.Provides several
problems/natural
phenomena in the
field of excellent
service and problem
points

5.Score < 50

6.Wrong answer / no
answer

12 analyze consumer customer Criteria: reviewing excellent service 0%
D ice responsos | commonication |  1-Score >0 Sralegies analyaing service

2 Provide several strategies according to
to consumer measures .
expectations in customer problems/phenomena | customer problems
accordance with satisfaction in the field of measuring consumer
the principles of excellent service and | Satisfaction
excellent service, . 2X50
be able to manage problem ponnts_and
the integrity of be able to provide
public services, be reasons for the
ablet to understand importance of these
customer .
satisfaction p_h enomena being
discussed
3.Score > 65
4.Provides several
problems/natural
phenomena in the
field of excellent
service and problem
points
5.Score < 50
6.Wrong answer / no
answer

13 analyze consumer customer Criteria: reviewing excellent service 0%
D enice responsee | communication |  1-Score > 80 Stategies anayzing service
i consumepr measures 2 Provide several strategies according to
expectations in customer problems/phenomena | customer problems
accordance with satisfaction in the field of measuring consumer
the principles of excellent service and | Satisfaction
excellent service, . 2X50
be able to manage problem pomts-and
the integrity of be able to provide
public services, be reasons for the
ablet to understand importance of these
customer N
satisfaction ph enomena being

discussed

3.Score > 65

4.Provides several
problems/natural
phenomena in the
field of excellent
service and problem
points

5.Score < 50

6.Wrong answer / no
answer

14 analyze consumer customer Criteria: reviewing excellent service 0%
enice responsee | communication |  L-Score > 80 Stategies analyzing service
i consumepr measures 2 Provide several strategies according to
expectations in customer problems/phenomena | customer problems

accordance with
the principles of
excellent service,
be able to manage
the integrity of
public services, be
able to understand
customer
satisfaction

satisfaction

in the field of
excellent service and
problem points and
be able to provide
reasons for the
importance of these
phenomena being
discussed

3.Score > 65

4.Provides several
problems/natural
phenomena in the
field of excellent
service and problem
points

5.Score < 50

6.Wrong answer / no
answer

measuring consumer
satisfaction
2 X 50




15 analyze consumer customer Criteria: reviewing excellent service 0%
problems, provide service = 1.Score > 80 strategies analyzing service
ff[:\gﬁidrensgonses ﬁ;);?u“rg?a“o” 2 Provide several strategies according to
expectations in customer problems/phenomena | Customer problems

accordance with
the principles of
excellent service,
be able to manage

satisfaction

in the field of
excellent service and
problem points and

measuring consumer
satisfaction
2X50

be able to provide
reasons for the
importance of these

the integrity of
public services, be
able to understand

customer r
satisfaction phenomena being
discussed
3.Score > 65

4.Provides several
problems/natural
phenomena in the
field of excellent
service and problem
points

5.Score < 50

6.Wrong answer / no
answer
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Evaluation Percentage Recap: Project Based Learning

Percentage

No [ Evaluation
|
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Notes
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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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