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This course is a bilingual professional prescribed course,

which is not only to introduce the students to the field of
services marketing but also to acquaint the student with
specific customer service issues. The business world now
demands, 1in addition to traditional business knowledge,
increasing employee competence in customer satisfaction,
service quality, and customer service — skills that are
essential in sustaining the existing customer base. So this

course is helpful to the students of Marketing.
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The knowledge include: Differences between Goods and
Services, Consumer Decision Process Issues, Ethical Issues in
Services Marketing, Service Strategy, Managing the Service
Encounter: Service Delivery Process, The Pricing of Services,
Developing the Service Communication Mix, Managing Service
Employees, Assessing and Improving Service Delivery: Measuring
Customer Satisfaction, Measuring Service Quality, Service

Failures and Recovery, Customer Retention.
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