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Syllabus
Marketing & Services
[fargor damg]
BBA-3d Year
[MARKETING GROUP]
MAJOR [T fawq]
Time : 3 Hour |
Max Marks : 70+30=100] [Min. Passing Marks="35

UNIT - FIRST

INTRODUCTION TO SERVICE MARKETING- Meaning, Definition, Characteristics, Components,
Classification of Service Marketing, Factors Leading to a Service Economy.

Qa1 fauur &1 uR=g-Tar fagure o1 3, v, faRivar, srggq, aeifeor S i ue 3 defid
P |

UNIT - SECOND T

SERVICE CONSUMER BEHAVIOUR- Understanding the SérvicéyCustomer as a Decision Maker,
Customer purchase is Associated with Risk, How Service ustomers Evaluate the Service. The
Service Consumer Decision Process and The DecisiornMaking Process in the Service Sector,
Components of Customer Expectations, Service Satisfaetion!Service Quality Dimensions.

a1 IUHIFAT HGER-YAT SUHIET FUadh & &4 H), AT hd BT SNRGH P A1 FawdT, JaT SuHTe
GRT IaT BT Heich, JaT ITHIFT gRT JaT YL Ufshar quT Sar & § Mo gfesan, Igd
3UefTaT & dcd, el Ty, TaT 07 o<l Ud faH |

UNIT - THIRD T

THE SERVICE DELIVERY PROCESS-/ Managing Service Encounters, Common Encounter
Situations, Managing Service Encounters for Satisfactory Outcomes, Service Failure, Service
Recovery. Process of Service Recovery, Customer Retention and Benefits.

a1 facRor wichan e AT oy 37, St A1 FRUferal, Fritooe URUMH & fory Ha ArHT o1 Tere,
T BT, HaT U, Jd] YR &1 Ufehal | T UfAURIT 3R ITb @Y |

UNIT - FOURTH

STRATEGIE, ISSUES IN SERVICE MARKETING- Market Segmentation in the Marketing of
Services,ATaxrget marketing. Positioning of Services-How to Create a positioning Strategy.
Developing'and maintaining Demand and Capacity.

Qarfauu YuHifae dge: Jar fauu & deR faurs, fauu e, a1 urigH-gda1 UG & ogg-
AT 58 BI ST @ | T AT & YRUT T 9o |

UNIT - FIFTH

CHALLENGES OF SERVICE MARKETING- Marketing planning for 5 Services, Developing and
Managing the Customer Service Function, Developing and Maintaining Quality of Services.
RELATIONSHIP MARKETING- The levels of Customer Relationships, Dimensions of a
Relationship, Goal of relationship marketing.
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T fauuE & AT SaT fauuE @ aierT, ST St foar fafd &1 fawr vd uew, e TuraT &
S[YRUT dUT [dH T |
AU Ty UTe P T & TR, R & TTH, fauuE gva & &y |

Page3

Prepared by Prof. Chhatrapal katariya



Alexia college of Professional Studies 25, Press Complex, Indore [B.Com, BBA, MSW, PGDCA]

BBA-3d Year
[MARKETING GROUP]
Marketing & Services
Exam Oriented Important Question

wenuah weayut uy

[ UNIT - FIRST

Introduction to Service Marketing

@mﬁmmuﬁan

What is Service Marketing? Explain its meaning and definition.

a7 R a1 3 39 ol wd aRT W AR
2. Discuss the characteristics of service marketing.

Ja1 fauuE Pt fawdnaft &) == Sifore|

3. Explain the components of service marketing.

a7 fauuE & 3{audl &1 RS BT

4. Describe the classification of services.
Jarait & i 0T BT guie BT |

5. Explain the economic components related to services.

@m%aﬁ%wﬁw@aaﬁaﬁwaﬁml

6. Discuss the factors leading to a service economy,

a1 SR & G &b BRUN B1 <= PHOC )
UNIT - SECOND |

Service Consumer Behaviour

ﬁmaumwamw

. Explain service consumer as a decision maker.
[T IUHIET B Fuias & a8 THgmsu|

2. Why is service purchase‘associated with risk? Explain.
a1 T SRAH T T} JSIET 82 THSU |

3. How do service,custemers evaluate services?

AT SUHTEIT S, B Heidh B8 DRl 62

4. Explain the service consumer decision process.
a1 JUHIELIFRE Ufchan o1 SareT BT

5. Discussthe components of customer expectations.
e, 3UefSH & dedl Bl =i BITg|

67 Explain service satisfaction and service quality dimensions.

a1 D Ud Ja1 urar bt fyeaersh @) saren S|

UNIT - THIRD

The Service Delivery Process

Tt faazor ufssar

1. What is service encounter? Explain its meaning.

J9T AT T 872 SBT3 WY BT
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2.

Describe the common service encounter situations.

AT a7 a7 fRUfGaT 1 9ui Sifeg|

Explain managing service encounters for satisfactory outcomes.
Yo TRuTHl 5 JaT -1 Yae HART|

What is service failure? Explain its causes.

T Bl A §? $Hb BRUI TSy |

Explain service recovery and its process.

a1 YR Td Ib! UlehdT o1 IR Hifory |

Discuss customer retention and its benefits.

UEH UAURUI Td ITb oTHI B =i I |
UNIT - FOURTH

Strategic Issues in Service Marketing

@mﬁwm%wﬁmm

. Explain market segmentation in service marketing.

aT fauuHE # SoR faHToH &1 IR Hifva|

What is target marketing? Explain in service context.
&g fauur 7 g2 Jd1 & JeH H ISyl

Explain positioning of services.

41 URIGH (Positioning) P1 SRS HIToTT|

How is a service positioning strategy created?

T TR &1 Sgg-Ia-1 B4 &1 ol 82

Discuss demand management in service marketing.
Yar fauure & #ivT yeie 1 == i)

Explain capacity management inService organisations.

9T TSI | &l U 1 RSH] hifold |

UNIT - FIFTH

Challenges of Service Marketing & Relationship Marketing

@mﬁwmaﬁ?fﬁﬁmqaﬁmm

. Explain the challenges of service marketing.
a1 fauure & )/Aifaal &t aren i |
Discuss,marketing planning for services.

Jareit & o fauum aiemr ot =i Sifog|

Explain development and management of customer service function.

IUHIET A febar-fafer & faerar Td geie ol aHzsul
Discuss development and maintenance of service quality.
T T[UTaTT & o Ud TREU1 Bt gl difoTd |

What is relationship marketing? Explain its levels.
faUu Tvaw 1 62 U6 Tl & TR FHesU|

Explain dimensions and goals of relationship marketing.

UM T & 3MTUTH Ud A&l &1 AR HIfT|
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