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	1. Title of subject


	Services Marketing 

	2. Subject code


	BMK3094

	3. Status of subject


	Major

	4. Stage


	Degree

	5. Version


	Date of Previous Version : Jan 2005

Date of Current Version : Oct 2005



	6. Credit hour

LAN Credit Hour Equivalent


	3



	
	3 



	7. Pre-Requisite


	BMK1014 Principles of Marketing

	8. Teaching Staff 
	Pn Nurazlin bt Mohd Fauzi; BA (Ottawa), MBA (UITM)



	9. Semester


	Third (Delta) Year, Trimester 3 

	10. Objective of Subject


	This course aims at presenting an integrated approach to the study of services that places marketing issues within a broader general management context. It emphasizes the fact that service organizations differ in many important respects from manufacturing businesses, requiring a distinctive approach to planning and implementing marketing strategy. 



	11. Learning Outcome of Subject


	After completing this course students will be able to

· identify the differences between services and products and the unique characteristics of services

· explain the implications of the services characteristics to Marketing

· apply various tools to  analyse services marketing practices and make recommendations 

· develop marketing strategies for firms marketing services 



	
	Programme Outcomes
	% of Contribution

	
	· Ability to communicate effectively
	10

	
	· Acquisition of technical competence in the specialized areas of Marketing Management
	40

	
	· Ability to conduct research in chosen fields of marketing management
	10

	
	· Understanding and commitment to professional and ethical responsibilities
	10

	
	· Ability to work independently as well as with others in a team
	10

	
	· Ability to be a multi-skilled marketing executives with good business knowledge, decision making, interpersonal, leadership and entrepreneurship skills
	20

	12. Assessment Scheme


	Tutorial / Assignment
	Group assignment 

Focus group discussion at   tutorial 

To enhance understanding of basic concepts in lecture


	30%



	
	Test / Quiz
	Written exam


	20%

	
	Final Exam
	Written exam
	50%



	13. Details of subject


	Topics Covered
	Hours

	
	Introduction to Services Marketing 

Services Characteristics, Reasons for Studying Services - Understanding Service Processes


	6

	
	Customer Contact with Service Organizations

An first level understanding of customers of services from the point of view of the levels and types of contact of customers with the Services consumed


	3

	
	Service from the Customer's Viewpoint


	3

	
	Managing Relationships and Building Customer Loyalty

Segmentation in services markets and unique aspects of relationship building in services marketing


	3

	
	Complaint Handling and Service Recovery


	3

	
	Service Positioning and Design

Developing Positioning strategies – Perceptual Mapping for Services


	3

	
	Adding Value with Supplementary Service Elements.

Product Management in Service offerings – using the flower model


	3

	
	Designing Service Delivery Systems. 

Decisions related to offline and online (web based) services delivery 


	3

	
	Customer Education and Service Promotion. 

Marketing Communications and Promotions Mix


	3

	
	Managing Handling Waiting Lines and Reservations 


	3

	
	Productivity and Quality in Services – SERVQUAL model


	3

	
	Balancing Demand and Capacity 


	3

	
	Service Employees: From Recruitment to Retention.


	3



	14. Teaching and Learning Activity
	This subject will be delivered using the following means:

· Lecture Hours = 42 

              Total Contact Hours = 42



	15. Laboratory


	Not Applicable

	16. Reading Material


	Text 


	Christopher H. Lovelock and Lauren K. Wright,  Principles of Service Marketing and Management, Latest Edition, Prentice Hall

                             

	
	References


	· Zethaml, Valeri and Bitner, Mary Jo, Services Marketing – Integrating  Customer Focus Across the Firm,  Latest Edition, Prentice Hall.
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