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Delivery Options
Course typically offered: Semester 2

Component Contact Hours
Seminar 36.000

Grading Basis: 40 %

Assessment Details

Category Short Description Weighting Exam
Description (%) Duration

Essay AS1 individual course work 100.0

Aims

To provide students with a thorough knowledge and understanding of:-

the nature of the service economy
consumer behaviour in services marketing
service classification

enhanced mix for services marketing
service quality

Learning Outcomes
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After completing the module the student should be able to:

Classify services in strategically useful ways

Understand and apply principles of consumer behaviour in services

Critically analyse and apply principles of service quality

Understand and apply techniques of new service development

Understand the role of the consumer in the service provision and service quality
Appraise the importance of relationship marketing and customer retention and apply
the techniques

Critically analyse and apply techniques in capacity management in services
Understand, analyse and apply pricing techniques in services

OO WN P

o N

Learning Outcomes of Assessments
The assessment item list is assessed via the learning outcomes listed:

Essay 1 2 3 4 5 6 7 8

Outline Syllabus

Growth and importance of the service sector
Classifying services for strategic insights
Marketing mix for services

Consumer buyer behviour and decision-making in services
New service development

Relationsip marketing and retention of customers
Capacity management

Managing physical evidence

Customers' and Employees' role in services
Pricing strategies and techniques in services
Issues in marketing communication within services

Learning Activities

Interactive lectures and case study materials

Formative Assessment: Students can meet with the tutor to discuss any aspect of
the course as well as their assignment.
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Wiley
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Notes

A comprehensive and thorough module which explores the leading issues in
maodern services marketing.
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