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Learning Objectives
CLOl1 To recall the basic concepts of Services Marketing.
CLO2 To know the Marketing Mix in Service Marketing.
CLO3 To examine effectiveness of Service Marketing.
CLO4 To discuss on delivering Quality Service.
CLOS5 To analyze the Marketing of Services.
UNIT Details No. of | Learning

Hours | Objectives

Marketing Services: Introduction growth of the service
sector. The concept of service. Characteristics of service
I - classification of service designing of the service, 15 CLO1
blueprinting using technology, developing human
resources, building service aspirations.

Marketing Mix in Service Marketing: The seven Ps:

product decision, pricing strategies and tactics,

II promotion of service and distribution methods for CLO2
. . . o . . 15

services. Additional dimension in services marketing-

people, physical evidence and process.

Effective Management of Service Marketing: Marketing
demand and supply through capacity planning and
segmentation - internal marketing of services - external
versus internal Orientation of service strategy.

11 15 CLO3

Delivering Quality Service: Causes of service - quality
gaps- SERVQUAL-SERVPEF. The  customer
expectations versus perceived service gap. Factors and
techniques to resolve this gap. Customer relationship
management. Gaps in services - quality standards,
factors and solutions — the service performance gap - key
factors and strategies for closing the gap. External
communication to the customers- the promise versus
delivery gap - developing appropriate and effective
communication about service quality.

15

v CLO4
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Marketing of Service With Special Reference To:l.
Financial services, 2. Health services, 3. Hospitality

\Y4 services including travel, hotels and tourism, 4. 15 CLO5
Professional service, 5. Public utility service, 6.
Educational services and e-services.
Total | 75
Course Outcomes
Course On completion of this course, students will;
Outcomes
col1 E/f)aﬂc{l:tfillr;; and understand the concepts of Services POL, PO4, POG, POS
CO2 To Ex?lmine and apply Marketing Mix in Service PO2, PO3, PO4, PO6,
Marketing. PO7, POS8
CO3 To apalyze and Flemgn various strategies in the field of PO4, POS, PO6
Services Marketing.
CO4 To evaluate the role of delivering Quality Service. PO2, PO7
CO5 To design the tools of Marketing PO1, PO3, PO5, POS
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Methods of Evaluation

Continuous Internal Assessment Test
Intern?l Ass1gnments 25 Marks
Evaluation | Seminars
Attendance and Class Participation
Extern-a I End Semester Examination 75 Marks
Evaluation
Total 100 Marks
Methods of Assessment
Recall (K1) Simple definitions, MCQ, Recall steps, Concept definitions
Understand/ MCQ, True/False, Short essays, Concept explanations, Short summary

Comprehend (K2) Or overview

. Suggest idea/concept with examples, Suggest formulae, Solve
Application (K3) problems, Observe, Explain

Problem-solving questions, Finish a procedure in many steps,

Analyze (K4) Differentiate between various ideas, Map knowledge

Evaluate (K5) Longer essay/ Evaluation essay, Critique or justify with pros and cons

Check knowledge in specific or oftbeat situations, Discussion,

Create (K6) Debating or Presentations
Mapping with program outcomes
PO1 | PO2 | PO3 | PO4 [ POS | PO6 | PO7 | POS

CO1 M S S M S M S M

CO2 S M S M S M M M

CO3 S S S M M M S S

CO4 S M S S S S M S

COS M S M S M S S M

CO-PO Mapping (Course Articulation Matrix)
Level of Correlation between PSO’s and CO’s

CO /PO PSO1 PSO2 PSO3 PS04 PSOS5
CO1 3 3 3 3 3
CO2 3 3 3 3 3
CO3 3 3 3 3 3
CO4 3 3 3 3 3
CO5 3 3 3 3 3
Weightage 15 15 15 15 15
Weighted percentage of
Course Contribution to Pos 30 30 30 30 30




