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SERVICE MARKETING AND CUSTOMER RELATIONSHIP

Objective:
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This Course acquaints students with the basic issues in service marketing and customer
relationship management.

Course lnputs:

(A) Service Marketing

1.

| mportance of Services Sector : (10)
Nature and types of services and goods marketing; services marketing
triangle.

Environment for ServicesMarketing : (20)

Macro and Microenvironments, Understanding service customers- models
of service consumer behaviour; Customer expectations and perception,
Service quality and Gap model.

Marketing Segmentation and Selection: (05)
Service maker segmentation; Targeting and positioning.
Services Marketing Mix : (20)

Need for expanded marketing mix; Planning for services offer; Pricing,
promotion and distribution of services, Management of people; process and
physical evidence; Matching of demand for and supply of services,
Service Marketing Applications: (15)
Marketing of financial, hospitality, hospital, tourism and education
services; International marketing of servicesand GATS

(B) Customer Relationship M anagement

1.

Relationship Marketing and Development Process: (15)
Meaning, nature and scope; Types of relational exchanges; Attributes and
determinants of relational exchanges, Networking- nature role and
mechanism.

Developing and M anaging Relationships: (15)
Customers selection; Relationship;

Strategies; Implementing CRM; Mistakesin  implementing CRM; Role
of information

Technology in relationship building-e- CRM.
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