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COURSE OUTCOMES 

After completion of this course, the student will be able to  

1. Implement the best practices of the Services Marketing  

2. Apply knowledge of Customer Relationship techniques in the corporate world 

3. Analyze, interpret and solve problems in service Recovery. 

4. Perform lifelong learning and professional development to enrich the services 

marketing strategies.  

 

SYLLABUS 

 

Nature and Characteristics of Services; Role of Services in Indian Economy, 

Marketing Challenges; Services and Technology; Gaps model of service Quality; 

Service Quality Dimensions; Consumer behaviour in services- Consumer Service 

Expectations, Service Encounters. Relationship Marketing; Customer Profitability 

Segments; Relationship Challenges and Relationship Development Strategies. 

Employees’ Role in Service Delivery; Customers’ role in service delivery.Service 

Recovery – Customer responses to service failures, Customer Recovery Expectations, 

Service Recovery Strategies; Service Guarantees. Service Blue printing; Physical 

Evidence – Services cape effects on behavior; Physical Evidence Strategy.Pricing - 

related to four value definitions; Delivering service through Electronic channels; 

Managing Supply and Demand – related strategies; Service communication 

challenges.  Case Studies: HP Gas; Palace on Wheels; AXIS Bank; Pondicherry 

Tourism; India for Medical Tourism; MTNL; Tata Sky.  
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