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	Number of hours

per semester
	1
	2
	3
	4

	
	I
	II
	III
	IV
	V
	VI
	VII

	Full-time studies

(lecture/excercises/lab/pr/e)*
	
	
	
	
	
	
	24 exercises

	Part-time studies

(lecture/excercises/lab/pr/e)*
	
	
	
	
	
	
	

	Language of instruction
	English

	LECTURER
	

	FORM OF CLASSES
	Exercises

	SUBJECT OBJECTIVES


	The aim of the subject is to present techniques supporting the logistic concept of shaping the customer service level and to provide students with knowledge in the area of constructing research tools, carrying out research, and interpreting obtained results related to customer service logistics.

	Reference to learning outcomes
	Description of learning outcomes
	Method of verifying the learning outcome

	Programme learning outcome
	PRK
	
	

	KNOWLEDGE

	K_W05

K_W8
	P6S_WG

P6S_WK
	The student has advanced knowledge and understanding of selected methods for measuring customer satisfaction within the supply chain.
	Performing calculations as part of class exercises

	K_W08
	P6S_WG 
	The student understands the use of logistic information systems that support achieving the desired level of customer service in the enterprise.
	Performing calculations as part of class exercises

	SKILLS

	K_U06
	P6S_UW
	The student can analyze and evaluate the functioning of logistic systems in an enterprise from the perspective of the desired level of customer service and propose improvements.
	Critical analysis of student activity and completed calculations

	SOCIAL COMPETENCES


	K_K01
	P6S_KK
	The student is ready to critically assess their own knowledge and set priorities in acquiring new knowledge in order to solve problems arising in the organization. 
	Critical analysis of student activity and completed calculations

	K_K02
	P6S_KR
	The student is ready to observe ethical principles in customer service processes.
	Critical analysis of student activity and completed calculations

	Student workload (during teaching hours 1 hour = 45 minutes)**



	Full-time studies: 

attendance at lectures =

attendance at classes = 24 h
preparation for classes = 10 h
preparation for lectures =

preparation for assessment/exam = 12 h
completion of project tasks =

consultations = 2 h
e-learning =

assessment/exam = 2 h
other – self-study =

TOTAL: 50 h
ECTS points: 2

including practical classes: 2
	Part-time studies:

attendance at lectures =

attendance at classes =

preparation for classes =

preparation for lectures =

preparation for assessment/exam =

completion of project tasks =

consultations =

e-learning =

assessment/exam =

other – self-study =
other (specify) =
TOTAL:

Number of ECTS points: 

including practical classes: 

	PREREQUISITES 
	Basic knowledge of logistics processes.

	SUBJECT CONTENT

(divided into

face-to-face

and

e-learning classes)
	Content delivered in a direct form:
1. Classification and characteristics of methods for measuring customer satisfaction in the supply chain.

2. Indicators of customer retention and attrition.

3. The CSI (Customer Satisfaction Index) as a tool for measuring customer satisfaction.

4. Customer service level and safety stock (POP, SIR).

5. Application of the SERVQUAL method to assess the quality of logistic service.

6. The KANO model – research procedure.

7. Critical Incident and Deviation Analysis as sources of information about customer expectations in logistic service.

	OBLIGATORY LITERATURE


	1. Sadler, I. (2023/2024). Logistics in Service Organisations, Customer Service and Transport w: Logistics and Supply Chain Integration (SAGE). Investigating the crucial role of logistics service quality in customer satisfaction for fresh e-commerce (2024)
2. Shevvhenko Y.: Organization of logistics customer services in the company. Kyiv 2024.
3. Ghiani G., Laporte G., Musmanno R.: Introduction to Logistics systems management. Wiley Series Operations Research and Management Sciences. Wiley 2022.



	1. ADDITIONAL LITERATURE
	2. Kadłubek M, Thalassinos E, Domagała J, Grabowska S, Saniuk S. Intelligent Transportation System Applications and Logistics Resources for Logistics Customer Service in Road Freight Transport Enterprises. Energies. 2022; 15(13):4668. https://doi.org/10.3390/en15134668.
3. Akil S.: E-commerce Logistics service quality: customer satisfaction and loyalty. Journal of Electronic Commerce in Organizations 2022.

	SCIENTIFIC PUBLICATIONS OF PERSONS TEACHING CLASSES RELATED TO THE TOPICS OF THE MODULE
	Macioszek, E. (2023). Analysis of the rail cargo transport volume in Poland in 2010–2021. Scientific Journal of Silesian University of Technology. Series Transport, 119, 125–140.

Macioszek, E. (2021). Essential techniques for fastening loads in road transport. Scientific Journal of Silesian University of Technology. Series Transport, 110, 97–104.

Macioszek, E. (2023). First and last mile delivery – problems and issues. W: Advanced solutions of transport systems for growing mobility (ss. 85–98). Springer.

Orzeł, K. (2022). Logistyka zaopatrzenia i jakość obsługi klienta w przedsiębiorstwie. Uniwersytet Ekonomiczny w Krakowie.

Orzeł, K. (2023). Zarządzanie ryzykiem w łańcuchu dostaw – implikacje dla jakości obsługi klienta. Journal of Management and Quality, 13(2), 45–59.

Orzeł, K. (2021). Gospodarka magazynowa jako element kształtowania poziomu obsługi klienta. Logistyka, 6, 34–41.

	TEACHING METHODS

(divided into

face-to-face

and e-learning classes)
	Direct form:
Calculation exercises, practical tasks, group projects, class discussions

	LEARNING AIDS
	Computer equipment, multimedia presentations

	PROJECT

(if implemented

as part of the course module)
	Not applicable

	FORM AND CONDITIONS OF ASSESSMENT

(divided into 

face-to-face classes and e-learning)
	Exercises - Credit with a grade – performing calculations and their interpretation or a test in the form of open-ended questions. 
The condition for obtaining credit is receiving a positive grade from all forms of assessment provided in the course programme, taking into account the quantitative grading criteria specified in the Framework Student Assessment System at WSB University.


* lecture-lecture, exercises- exercises, lab- laboratory, pr- project, e- e-learning.

