
Study Abroad: Croatia 
April 28 – May 7, 2018 

 
Course: MAR 4956 Study Abroad in Croatia 
 
Instructor: Courtney D. Nations 
Office: Coggin College of Business 42/3503 
Telephone: 904-620-5322 
Email: courtney.nations@unf.edu 
Office hours: Before and after class sessions, and other times by appointment. 
Class Hours: See course schedule and itinerary. 
 
Co-Instructor: Dr. Paul Fadil 
Office: Coggin College of Business 42/3230 
Telephone: 904-620-1333 
Email: pfadil@unf.edu 
Office Hours: Before and after class sessions, and other times by appointment. 
 
 
 
 
Class Sessions: 
 
 Date Time Location Goals 
Pre-
Trip 

Saturday 
2/10/18 

11am-
3pm 

Dr. Nations’ house Grill out, meet and greet, introduction, 
icebreakers, syllabus, pick project 
groups, distribute group topics 

 Saturday 
3/10/18 

9am-
3pm* 

UNF – Room TBD Presentation of trip itinerary, safety, and 
culture, explanation of study tour journal 
and final project, develop questions for 
business visits, and travel tips 

 Saturday 
4/7/18 

9am-
3pm* 

UNF – Room TBD Group cultural presentations, time for 
additional questions before trip 

 
Trip Saturday 

4/28/18 – 
Monday 
5/7/18 

See 
detailed 
schedule 

Zagreb, Croatia 
Zadar, Croatia 

Study tour journals, company visits, 
cultural visits, and guest lectures 

 
Post-
trip 

Friday 
5/25/18 

9am-
1pm* 

UNF – Room TBD Final presentations, final comments and 
reflection on our trip 

 
*Students are encouraged to bring a bagged lunch and/or snacks if needed for these times. 
 
 
 



Course Description: 
 
This course will focus on services marketing, given that Croatia is a service-based economy, 
with services accounting for 70% of the country’s gross domestic product. Tourism is one of the 
major industries in Croatia. The capital city of Zagreb is nicknamed the “city of museums,” as it 
is boasts more museums per square foot than any other city in the world. Plitvice Lakes National 
Park is known for its hiking trails, lakes, waterfalls, and caves. As a coastal city, Zadar is home 
to the world’s first sea organ, the Monument to the Sun, numerous archaeological and 
monumental treasures of Roman and medieval times, and harbor tours and port trade. 
 
Course materials will focus on servicescape design, customer relationship management, service 
processes, servicescape blueprint mapping, and customer expectation setting. The course will 
also consider how culture and rituals impact the consumption and production of services within 
the Croatian economy. In class meetings prior to travel, students will be equipped with tools and 
frameworks related to services marketing. During service experiences throughout the trip, 
students will be asked to document their experiences as they relate to services marketing 
concepts, as well as develop servicescape blueprints for 2 experiences during the week. Upon 
return, students will present their ideas about what lessons can be gleaned from these service 
productions and what recommendations they have for improved service quality. 
 
Interaction with the Zagreb School of Economics and Management will allow students 
opportunities for networking and a deeper understanding of the Croatian economy and culture. 
Meetings with local businesses provide opportunities for students to understand services from a 
provider-side perspective, as well as ask questions of professionals within various service fields. 
 
Learning Objectives: 
 
The learning objectives that will be assessed in this course are the following:  
 
Written and Oral Communication – Both written and oral communication will be assessed in the 
course. Students will be responsible for a written study tour journal, as well as an oral 
presentation regarding service quality improvement strategies.  
 
International – Students will be able to experience cultural differences firsthand as they will 
travel and spend 8 days in two distinct regions of Croatia. Through interacting with local 
businesses there, students should improve competence in international marketing and business.  
 
Content – The students will also acquire knowledge in Services Marketing. With planned 
business visits and cultural experiences, they will be exposed to service encounters and be asked 
to consider how service blueprinting and service quality dimensions are utilized (and 
underutilized).  
 
Cognition – Based on research and the country visits, students must consider how service 
experiences could be improved in Croatia in order to strengthen their existing service economy, 
especially in the tourism realm. 
 



Required Readings: 
 
Articles provided related to Croatian culture, business, and current events 
Materials provided explaining Services Marketing blueprinting 
 
Course Requirements: 
 
Below is a list of required course activities. There are six graded components:  
 
1. Attendance and Discussion of culture, history, and economy: These discussions will be based 
upon readings, research, and class presentations. Discussions will take place in both class 
sessions and Croatia.  
 
2. Participation during study tour: Punctuality, respectfulness (of everyone, but especially of the 
native population and customs) is expected. Students are expected to be inquisitive, attentive, 
and participatory during all site visits. Failure to behave in the prescribed manner will lower your 
grade. Attendance is mandatory at all business, university, and governmental site visitations. 
Attendance at all cultural activities and social activities is strongly encouraged. Missing a day of 
activities will result in a one letter grade reduction per day missed. 
 
3. Study Tour Journal: Each student must maintain a journal for this course. Within the journal, 
you should include: (a) your pre-trip impressions of international travel and international 
business in that region; (b) the activities (business, university, governmental, cultural, and social) 
you participated in during the trip; (c) your notes taken during the lectures you attended and the 
sites you visited; and (d) your post-trip impressions of international travel and international 
business in that region and how they differed from your pre-trip impressions. Use the journal as a 
place to track your trip in terms of chronology, geography, etc. Use it to keep track of your 
cultural experiences, and use it as an outlet to describe new experiences and your thoughts with 
regard to them. You may also want to use the journal as a sort of “scrapbook” to keep such 
things as tickets/programs and possibly other souvenirs. The purpose of the journal is to record 
not only what you do and see, but also what you feel and think about it. You are required to write 
in your journal each day while your experiences and impressions are fresh in your mind. You are 
also encouraged to take notes of meetings in your journal. When complete, the journal will 
provide your instructor with an excellent overview of the experiences and thoughts you had 
during your visit. The journal must be turned in before we depart on the return flight home. It 
will be returned after grading has been completed.  
 
4. Services Marketing Blueprint: During one dining experience and during one cultural 
experience (possibly, but not limited to, a museum), students are required to blueprint the service 
design, including describing service-as-theatre elements, servicescape elements, the service 
encounter, and the service quality components. During the creation of these blueprints and 
descriptions, students should begin thinking about their final presentations. These will be turned 
in with the study tour journals. 
 
5. Pre-Trip Presentation: Each group must make a presentation focused on one element of 
Croatia culture. These may include entertainment, religion, cuisine, art, lifestyles, etc. 



 
6. Post-Trip Presentation: Each group must make a presentation based on their development of 
service blueprints. Once they have observed, described, and explained the blueprint and 
outcomes of some Croatian services, they will be asked to develop a presentation showcasing 
their findings, as well as their recommendations for how service quality and execution may be 
improved in Croatia. Given that Croatia has a service economy, primarily based on tourism, the 
improvement of service quality may positively impact the lives of Croatian citizens and service 
workers, especially from the perspective of western tourists (our students). 
 
Grading: 
 
Students will be graded according to the following scheme: 
 

Requirement Points Possible 
Attendance/Discussion 50 
Participation During Study Tour 100 
Study Tour Journal 100 
Services Marketing Blueprints 100 
Pre-Trip Presentation 50 
Post-Trip Presentation 100 
 
Points for the class total 500.  Grades are as follows:  
“A” 450-500 points 
“B” 400-449 points 
“C” 350-399 points 
“D” 300-349 points 
“F” 0-300 points 
 
All presentations should, be well organized, concise, and coherent. In addition to content, 
presentation style and clarity will be graded.  
 
The purpose of the journal is to provide you an incentive and a forum for reflecting on your 
experiences as they happen. Therefore, journals will be graded for the quality of your notes from 
meetings, your observations, and the degree and quality of self-examination that it documents.  
 
Failure to attend any pre-trip, in-country, or post-trip activity associated with this course will 
result in a grade reduction and/or a failing grade. Improper behavior, described elsewhere in the 
syllabus, will also result in a grade reduction and/or a failing grade.  
 
All work must be completed and submitted/presented on time. Any work turned in or presented 
late will be penalized at the rate of 25% per day against the maximum value of the work.  
 
 
 
 
 



Academic Integrity: 
 
The University of North Florida places a high priority on and strives to uphold the highest 
standards of academic integrity, while protecting the rights of students and faculty.  
 
“Should any instructor find evidence of cheating, plagiarism, or other inappropriate assistance in 
work presented by a student, the instructor should inform the student of the action to be taken” 
(UNF Catalog).  
 
At a minimum, the action to be taken by the instructors for this class regarding any incidence of 
violation of academic integrity will be a zero on any assignment (tour journal, research paper, 
etc.), in which the violation occurred. At the instructor’s discretion, the action taken may be 
more than this minimum.  
 
Etiquette During the Study Tour:  
 
While you are abroad, you are representing not only yourself, but also the University of North 
Florida, and the United States of America (and/or your native country, if it isn’t the U.S.). 
Remember that any interaction that you have with the citizens of the country you are visiting can 
leave a lasting impression, especially if you are culturally insensitive. Citizens of every nation 
are proud of their heritage.  
 
Therefore, when you are abroad, you should strive not just to be aware of cultural differences, 
but also both to experience and to appreciate them. Try the local foods, even if you don’t think 
you will like them. If local people are hosting you, make every effort to demonstrate that you are 
enjoying their cuisine, even if you are not.  
 
Americans are often shocked by the times that shops are open and closed (in some countries you 
are escorted from the store at 5:00 p.m., regardless of whether you have made a purchase). Other 
cultures wouldn’t think of starting dinner until 7:00 p.m. or even 11:00 p.m. or midnight. Local 
restaurants might not even be open when you are ready to eat. There are too many of these issues 
to discuss here, but you can prepare yourself by learning the local customs before you leave the 
U.S. and then making plans (e.g., having snack food in your hotel room if dinner starts late) if 
you simply don’t think you can deal with the local customs otherwise.  
 
During business site visits, you should behave in a professional and businesslike manner. 
Business casual attire is typically appropriate. Be inquisitive and show your interest in the host 
company, but remain respectful at all times. In general you should never use familiar forms of 
address (e.g., first names) unless you are specifically invited to do so.  
 
The bottom line is that you will enjoy the trip more and be more productive while you are abroad 
if you know what you will be facing before you leave home and you are willing to be open-
minded and culturally sensitive while you are abroad.  
 
 
 



Illegal Activities and Alcohol Policies: 
 
While you are abroad, you are subject to the national, regional, and state laws of the country you 
are visiting. If you violate these laws, you can expect to be apprehended, charged, tried, and (if 
convicted) penalized (which may include fines, imprisonment, deportation, or other measures). It 
is your responsibility to know these local laws and to abide by them.  
 
 
Safety on the Trip: 
 
It is unlikely that you will experience difficulties during the trip, but if you do, they can be 
extremely disconcerting, not to mention inconvenient.  
 
There are places in Jacksonville that you would not visit alone or at night. Similarly, there are 
places that you should not be in every major city abroad. There might even be entire regions of 
the country that you should avoid. Use your common sense when you are abroad.  
 
Travel only in groups, especially at night and especially if you are a woman. Do not go to the 
bathroom alone, especially in a bar.  
 
We will use the buddy system at all times. You will be responsible for keeping an eye on your 
partner and watching out for him/her. In addition, faculty members should know where you are 
at all times, especially if the group is moving (e.g., boarding a bus, train, moving through an 
airport, walking through a firm’s plant). Do not leave the group without telling the faculty 
members!  
 
Pickpockets thrive in tourist zones (both abroad and in the U.S.). If you carry a wallet, never 
carry it in your back pocket, where it is easiest to steal. Put it in your front pocket and keep your 
hand on it. Better yet, invest a few dollars in an alternative way of keeping your money and 
passport (e.g., a pouch that attaches to your belt and that you can store inside your pants). If you 
carry a purse , be extremely careful. Always keep it closed. Never carry it at your side or on your 
hip, as skilled pickpockets can unzip it and remove items without you knowing it. If you carry it 
with a strap on your shoulder, be aware that some thieves will ride past you on a bicycle or 
motorcycle and grab the strap. Not only will they get away with your purse, you are likely to be 
seriously injured in the process.  
 
Thieves often work in pairs or groups. One common tactic is for one person to distract you (e.g., 
asking for directions, pretending to be falling-down drunk) while others steal your valuables. 
This is especially effective in a crowded subway or in a crowded tourist area. Be on alert in such 
places!  
 
Be sure that you have a copy of the front page of your passport stored in a safe place that is 
separate from your luggage. It is very difficult to get a passport replaced quickly without that 
page. Your instructors will also carry a copy for you, and you will leave one on file at UNF to be 
sure that we can get one if we need one.  
 



Be sure that you have a list of your credit card numbers and/or travelers check numbers in a safe 
place that is separate from your cards and checks.  
 
 
Accommodations:  
 
If you have a disability as defined by the Americans with Disabilities Act (ADA), and may 
require an accommodation or auxiliary aid(s) for the study abroad experience, please contact and 
register with the UNF Disability Resource Center (located in Building 57, Room 1500; phone 
620-2769) or visit the DRC’s website at http://www.unf.edu/drc/.  
 
Military and veteran students who return from combat exposure may be utilizing the post 9/11 
GI bill to continue postsecondary education goals and may need both physical and academic 
accommodations. These students should contact the Director of Military and Veterans Resource 
Center (57/2700) by phone (904) 620-5131 or visit the MVRC website at 
http://www.unf.edu/military-veterans/. Please refer to UNF's Student Handbook for more details 
about both the Disability Resource Center and the Military and Veterans Resource Center.  
 
Please note that foreign countries do not have to comply with the public access requirements of 
the ADA and there may be physical or other barriers to equal access in foreign locales (e.g., 
medical care, lodgings, restaurants, businesses and other buildings, services or facilities). 
Students with disabilities are strongly encouraged to research the access and service limitations 
of the locales to be visited. Further, prior to registering for the study abroad program, the student 
should meet with the responsible instructor so that the two can ascertain whether the student will 
be able to participate in all activities of the desired study abroad program or can participate in 
alternate activities that meet study objectives.  
 
Free Time Activities:  
 
Attached to this syllabus you will find a travel itinerary of the time that we are abroad. You will 
also find a list of approved and recommended activities for those times that we do not have a pre-
planned program activity. If you wish to visit a location that is NOT on this list, you will need to 
get the advance approval of the program instructor. Remember, the “buddy system” must be 
followed at all times, including during these “free time” activities. You should be sure to give 
your cell phone number to your Faculty Leader(s), and they will give you theirs.  
 
Non-Program Travel:  
 
The approved travel itinerary is attached to this syllabus. The Faculty-Leader must pre-approve 
any travel during the official UNF activity abroad that differs from the identified program travel. 
 
If you wish to make personal travel arrangements before or after the approved program dates, 
check on the availability/feasibility of this option with your Faculty-Leader. 
 
 
 

http://www.unf.edu/drc/


Crime and Safety:  
 
Please review the Department of State’s country information for your destination(s), particularly 
noting the “Crime” section, as it refers to any cities or attractions you plan to visit, at 
http://www.travel.state.gov/content/passports/english/country.html. Students must use the 
“buddy system” at all times, and stay aware of their surroundings and personal belongings.  
 
Medical Disclosures:  
 
We encourage you to advise your Faculty Leader of any chronic or serious health care condition 
that you may have so that the Faculty Leader is apprised of the issue and can take appropriate 
action on your behalf if a need for medical care arises while abroad. Please be advised that any 
condition that you disclose will be kept confidential and only shared with necessary University 
representatives to facilitate your safe participation in the study abroad activity.  
 
Conduct:  
 
The UNF Student Code of Conduct applies to students even while abroad. Refer to the UNF 
Student Handbook for further information on the Code of Conduct. The UNF Faculty-Leader 
may file an incident report for any student conduct that may adversely affect the University 
community, and the student may be required to attend a Student Conduct Hearing. Remember: 
your actions and behavior are a reflection of UNF while you are abroad! Also, be aware that if 
you engage in illegal/criminal activity in another country, you will be subject to local law (in that 
country) and not U.S. law. Being a U.S. (or other national) citizen will not provide you with 
special protection. 
 
 
 
 
 
 


