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COURSE OBJECTIVES: 

 To provide a foundational understanding of services marketing concepts and its 

growing role in the economy. 

 To equip students with tools and strategies to design, deliver, and promote services 

effectively. 

 To introduce sector-specific service marketing strategies across industries like 

healthcare, hospitality, and finance. 

 To explain the principles, evolution, and structure of Customer Relationship 

Management (CRM). 

 To develop competencies in CRM implementation, planning, metrics, and technology 

adoption for effective customer retention. 

  

LEARNING OUTCOMES: 

  

 Explain the scope and challenges of marketing in the service sector. 

 Apply service marketing tools. 

 Design service delivery and promotion strategies tailored to specific service 

industries. 

 Understand the strategic importance of CRM and distinguish between transactional 

and relationship marketing approaches. 

 Plan and implement CRM strategies using relevant tools and metrics to enhance 

customer satisfaction and loyalty. 

  

UNIT 1: Introduction to Services Management        12 Hrs 

Definition – Service Economy – Evolution and Growth of Service Sector – Services 

Marketing Mix – Service Blue Printing – Challenges and Issues in Services Marketing –GAP 

Model of Service Quality – Measuring Service Quality – SERVQUAL – Service Quality 

Function Development.  

UNIT 2: Service Strategies        10 Hrs 

Service Marketing Strategies for Health – Hospitality – Tourism – Financial – Logistics – 

Educational – Entertainment & Public Utility Information Technique Services. 
 

 

 



   

UNIT 3: Service Delivery and Promotion       10 Hrs 

 

Positioning of Services – Designing Service Delivery System, Service Channel – Pricing of 

Services, Methods – Service Marketing Triangle – Integrated Service Marketing 

Communication. 

 

UNIT 4: Introduction to CRM & CRM Structures          14 Hrs 

 

Definitions – Concepts and Context of Relationship Management – Evolution – 
Transactional vs. Relationship Approach – Elements of CRM – CRM Process – Strategies for 
Customer Acquisition – Retention and Prevention of Defection – Models of CRM – CRM 
Road Map for Business Applications. 

  

UNIT 5: CRM Planning and Implementation     14 Hrs 

Strategies for CRM Implementation-Processes; Choosing CRM Tools (Analytical CRM – 

Operational CRM) - Defining Functionalities - Homegrown versus Out-Sourced 

Approaches; Roadmap for CRM Performance; Resetting the CRM Strategy; Selling CRM 

Internally; CRM Development Team, Scoping and Prioritizing, CRM Metrics for 

measuring CRM performance; Recent Trends in CRM  

 

Skill Development Activities: 

 To assess service quality and customer expectations using tools like SERVQUAL and 

GAP analysis. 

 To formulate industry-specific service marketing and CRM strategies. 

 Problem solving through real-life case studies in service failure and recovery, and 

CRM implementation. 

 Visualise CRM process stages for a B2C service firm.. 

 Understanding of CRM tools (analytical and operational), and performance 

measurement metrics. 

 

Books For References: 

  Alok Kumar Rai, Customer Relationship Management: Concept & Cases, Prentice 

Hall of India Private Limited. 

  Valarie A. Zeithaml, Mary Jo Bitner, and Dwayne D. Gremler, Services Marketing: 

Integrating Customer Focus Across the Firm, McGraw-Hill Education. 

  Christopher Lovelock and Jochen Wirtz, Services Marketing: People, Technology, 

Strategy, Pearson Education. 

  Francis Buttle and Stan Maklan, Customer Relationship Management: Concepts and 

Technologies, Routledge. 

  Paul Greenberg, CRM at the Speed of Light, McGraw-Hill Education. 

  Govind Apte, Service Marketing, Oxford University Press. 

  

Note: Latest edition of text books may be used. 



  

 


