
SEMESTER-V 

COURSE 15:  SERVICE MARKETING 

Theory                                                        Credits: 4                                                 4 hrs/week 

Learning Objectives:  

The objective of this paper is to help students to acquire knowledge on service marketing and 

customer responses in services marketing. To familiarize the students on marketing strategies in 

various services marketing. 

 

Learning Outcomes  

Upon successful completion of the course the student will be able to;  

Discuss the reasons for growth of service sector and examine the marketing strategies of Banking 

Services, insurance and education services. Review conflict handling and customer Responses in 

services marketing. Describe segmentation strategies in service marketing and Suggest measures 

to improve services quality and their service delivery.  

 

Unit 1: Introduction: Nature and scope of services, characteristics of services, classification of 

services – Need for service marketing -Reasons for the growth of services sector. Marketing of 

Banking Services -Marketing in Insurance Sector - Marketing of Education Services.  

 

Unit 2: Consumer Behavior in Services Marketing: Customer Expectations on Services- 

Factors influencing customer expectation of services. - Service costs experienced by Consumer, 

the Role of customer in Service Delivery, Conflict handling in Services, Customer Responses in 

Services, Concept of Customer Delight.  

 

Unit 3: Services Market Segmentation: Services Market Segmentation: - Market segmentation 

-Basis & Need for segmentation of services, bases of segmentation services, segmentation 

strategies in service marketing.  

 

Unit 4: Customer Defined Service Standards: Customer Defined Service Standards - Hard and 

Soft, Concept of Service Leadership and Service Vision -Meeting Customer Defined Service 

Standards -Service Flexibility Versus Standards - Strategies to Match Capacity and Demand - 

managing Demand and Supply of Service .  

 

Unit 5: Service Development and Quality Improvement:  

Service Development – need, importance and Types of New Services - stages in development of 

new services, service Quality Dimensions - Service Quality Measurement and Service Mapping, 

Improving Service Quality and Service Delivery, Service Failure and Recovery.  

 

 



Activities: 

 Students shall individually take up a study on marketing strategies adopted by any of the 

service providers like Banking, Insurance, Telecom companies, (BSNL, Reliance Jio, 

Airtel, etc.) any other sector like electric household appliances, hospitals, hotels etc. 

Assess Customer expectations and Customer satisfaction feedback on services provided  

and has to submit Report to the teacher. 

 Organize short term training on specific technical skills in collaboration with Computer 

Department or skill training institution (Government or Non-Government Organization). 

Like Zoho, Fresh book, MS Excel….  

 Seminars/Conference/ Workshops on emerging trends in service marketing  

 Real time work experience with service marketing providers  

 Arrange for Interaction with Area Specific Experts. 

 

Reference Books:  
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2. Vinnie Jauhari, Kirti Dutta: Services Marketing: Operations and Management, Oxford 

University Press, 2014.  

3. Valarie A. Zeithaml and Mary Jo-Bitner: Services Marketing – Integrating Customer Focus 

Across The Firm, Tata McGraw Hill Publishing Company Ltd., 6e, 2013.  

4. Nimit Chowdhary, Monika Chowdhary, Textbook of Marketing Of Services: The Indian 

Experience, Macmillan, 2013.  

5. K. Rama Mohana Rao, Services Marketing, Pearson, 2e, 2011.  
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7. Web sources suggested by the concerned teacher and college librarian including reading 

material.  

 

 

 

 

 

 

 

 

 

 

 

 


