MNG 305 A
SERVICES MARKETING
Credit: 4, Class Hours: 40

COURSE OBJECTIVE: To understand the meaning of services and the significance of
marketing the services.

COURSE OUTCOME: Will be able to apply the concepts of services marketing in promoting
services.

Module-I: Introduction to services marketing, Characteristics of services compared to goods.
Emergence of Service Economy, Services marketing Challenges. Service Encounter, Service
Blueprint, Service triangle, Service scape . Service marketing mix.

Module-II: Quality Issues and Models, Gap Analysis. SERVQUAL, Application of
SERVQUAL. Demand-Supply Management, Service product, New service development,
Branding, Packaging, Pricing. Promotion, Service Research and innovations. Service delivery
channels: direct channels. franchising. agents. brokers. internet channels. channel conflicts and
resolution.

Module —III: Building customer relationships- Relationship marketing, Relationship value of
customers, customer profitability segment, customer life time value, Relationship development
strategies, Relationship challenges. e-CRM. Service Consumer Behaviour, Service failure &
Recovery.

Module-IV: Marketing of service Sector-Financial Services. Tourism Services, Education
Services. ITES, Telecom services, Health Services.

Module — V: The concerned faculty shall have the liberty to define the course contents under
this module and teach students accordingly.
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