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PREFACE
[ have great pleasure to present before you the book ‘Service Marketing’.
The book 1s meant for the Fourth Semester CBCS B.Com Degree Programme -
Mahatma Gandhi University, Kottayam, Kerala.

The Special features of the book are:

Simple language

Module wise questions in the University examination pattern
< Student Friendly
< Model Question Paper

[ take this opportunity to express my sincere gratitude to the Principal
Dr. Jose P. Abraham M.Sc., M.Phil, Ph.D, Siena College of Professional
Studies, Edakochi for giving me continuous inspiration and support.

I am thankful to Mrs. K.J. Philominal, ’M.Com., M.Phil., PGDTM,
Vice Principal & HOD, PG Department of Commerce, Siena College of
Professional Studies, Edakochi for her valuable suggestions and encouragement.

I would like to thank Mrs. Rashmin M.G., M.Com, NET, Mrs. Sherlina
Cyril, M.Com, MBA, B.Ed. for their valuable suggestions for the improvement

of book.

I'also take this opportunity to express my sincere gratitude to my parents,
teachers, colleagues, friends and students for their support and criticism. So

that future editions may prove more useful.

I express my sincere thanks to the publisher, Sri. P.J. Joseph, the’Proprietor,
Prakash Publications, Changanacherry, for his constant inspiration in bringing
out this book.

Suggestions and critical comments for improving the book are always
welcome. |

Ernakulam
05-12-2019 Chandanraj S.M.
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A Credit -
lnslmclimml Hours: 90 .

- To develop insights into emerging trends in the service sector and
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wlved in the management of services.
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Module -

Concept of Service - Meaning — Definition - Components and Tangibility
_Growth of Service Sector- Challenges and Strategies-Classification of
Marketing Triangle-Marketing of Services. (16 Hours)

Services-

Module - II

Marketing Mix in Service Marketing-7 Ps- Product Decision- Pricing
Strategies-Promotion of Services- Placing or Distribution of Services -
Additional Dimensions — People-Physical Evidences-Process. (20 Hours)

Module - III

Consumer Behaviour in Services- Behavioural Profile of Consumers-
Customer Satisfaction and Expectation Gap Analysis-Quality
Perceptions in Service- Measur\ement of Service Quality-SERVQUAL
Dimensions-Service Recovery and Problem Solving-Employees Role in
Service Marketing-Role of Technology. (20 Hours)

Module - IV

R:t::,: Ma;ket Segmentatmn - Bases — Positioning-Differentiation and

Marke:-m trategies Applicable to Service Marketing- Relationship
ne,

’ (16 Hours)

Module - v

Marketing of . _
and HeaI%h-T Servm.es with Reference to Tourism - Financial Services
rends in Service Marketing. (18 Hours)
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