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MARKETING OF SERVICES

Objectives:

The objective of this course is to develop insights into emerging trends in the service sector in a
developing economy and tackle issues involved in the management of services on national basis.
The course intends to supplement basic marketing and marketing strategy courses by focusing on
problems and strategies specific to marketing of services

Contents:
Basics of Services Marketing : Nature of Services; Goods and Services Marketing; Marketing

Challenges in Service Business; Marketing Framework for Service Business; The Service
Classification

Customer Behaviour in Service Encounter

Services Marketing Mix

Advertising Branding and Packaging of Services

Expanded Marketing Mix- People, Process, Physical Evidence
Managing Capacity and Demand

Service Quality

Relationship Marketing
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