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1. Introduction (2 hrs)

Definition of Service ; Service Sector and Economic Growth ; Classification of Services
2. Service Concept (6 hrs)
Characteristics of  services ; Tangibility Continuum ; Differences of services from goods ; Need for Expanded Marketing mix for services ; Concept of 4 C’s in Services
3. Consumer Behaviour in Service Marketing ( 6 hrs)
Elements of consumer behaviour in services marketing : (a) Pre-purchase stage Consumer behaviour – (Need Recognition, Information search, Evaluation of service alternatives, service purchase) , (b) Service Encounters - moments of truth, Consumer Experience & (c) Post purchase stage - experience evaluation ; Customer’s levels of expectations of Service ; Customer perceptions of service delivered
4. Strategic Issues in Service Marketing :  (4 hrs)
Segmentation, Differentiation and Positioning of Services ; Service Triangle concept (Internal, External and Interactive marketing strategies)
5. The 7 P’s of service marketing: (10 hrs)

Product – Core & Augmented product concept, flower of service concept ; Distribution of service;  Pricing strategies for service ; Promotion ; 
3 extended P’s : Role of People (service triangle), Management of Process (blueprinting and flow charting), Planning Service Environment (Physical evidence, Servicescape model)
7. Managing Service Quality : (3 hrs)

Customer satisfaction, Service quality, Service quality models (Integrated gap model); Application 
8. Applications of Service Marketing: (2 hrs) : Presentations of projects 
Marketing of Financial, Hospitality, Health, Educational and Professional Services, Marketing for Non-Profit Organizations and NGOs. 

9. Customer Relationship Marketing and CRM (4 Hrs)

The Concept of Relationship Marketing, CRM & Building long term customer relationships (Lovelock’s Wheel of Royalty); Customer Acquisition & Retention Strategies, Service Recovery , IT Enabled Marketing.
10. Services in global perspective:  (1hr)

Recent trends; Principal driving force in global marketing of services; Key decisions in global marketing
10. Case studies: (2 hrs)
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