
 

 

Service Marketing (SEC) 

Credits 2 
 

Description of the course:  

"Service Marketing" focuses on understanding and applying marketing principles specific to service-based 

businesses. Students learn strategies for designing, promoting, and delivering services effectively, addressing 

unique challenges such as intangibility, inseparability, variability, and perishability. The course emphasizes 

customer-centric approaches, relationship building, and the integration of technology to enhance service          

quality and customer satisfaction. 

 

Aims & Objectives: 

1. To educate students about the unique characteristics of services and how these factors influence marketing 

strategies and customer experiences. 

2. To teach students strategies for managing service quality, enhancing customer satisfaction, and building         

long-term customer relationships through effective service delivery, relationship management, and customer 

feedback mechanisms. 

3. To enable students to develop compelling value propositions for services, focusing on differentiation,  

positioning, branding, and pricing strategies to communicate the value of services effectively to target 

customers. 

 

Course outcomes: 

1. Students will develop a deep understanding of target markets, segments, and consumer behavior specific to 

service industries. 

2. Students will possess the skills to manage service quality effectively, ensuring consistency, reliability, and 

responsiveness in service delivery. 

3. Students will understand how effective service marketing strategies contribute to business growth and 

profitability. 
 

 
 

 

 

 

 

 

 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 

Sr. No.                                        Modules No. of Lectures 

1 Introduction: Nature and Scope of services 15 

2 Consumer Behavior in Service Marketing 15 

 30 

Sr. No. Modules 

1 Introduction: Nature and Scope of services 

 Introduction, Nature growth and Scope of services characteristics of services, 

classification of services – need for service marketing - reasons for the growth of 

Service sector, Overview of marketing Different Service Sectors - Seven Ps, Marketing of 

Banking Services -Marketing in Insurance Sector. 

2 Consumer Behavior in Service 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 Service, Customer Responses in Services, 

Delivering Quality Service, Concept of Customer Delight, Benefits of customer 

relationship, Gaps in service retention strategies. 
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