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TSI ATRAT :
WI"{»’- I: 9ar A &1 9= (Introduction to Service Marketing)
° Wﬁ%ﬁﬁ@ﬁw (Meaning and Characteristics of Services)
Wﬁ%ﬁtﬁwﬁrw (Marketing Mix for Services)
° ﬁmﬁﬁﬂﬁﬁaﬁw (Role of the Services in the Economy)
. aaTifEWﬁﬁffaﬁﬁ?T(Consumer Behavior in Services)
o ﬁmaﬁw%ﬁwm (Gaps Model of Service Quality)
3_‘5@— II: m@rﬁﬁw (Building Customer Relationships)
. W%Waﬁ@?ﬂﬁ (Customer Expectations of Service)
[ aaTa7Uﬁ§Féﬁ@ﬂTWTQ? aaTéﬁ?PﬂaﬂT(Customer Perception of Service and

Service Quality)

o UEH H AYATHA &I THAT § U oy #1 [HFT (The role of Marketing

Research in understanding Customer Expectations)

o fromr fAuwm wa frear @ wHAfdat  (Relationship Marketing and

Relationship Development Strategies)

THE - III: ¥ar REad, qar [@ErR, R sk |@ifas 9 (Service Recovery,

Service Innovation, Design and Physical evidence)

o HAT fAFerarsit =+ i%rq ‘J'IETﬁ' £ wfatwar (Customer Response to Service

Failures)
AT ey oAt (Service Recovery Strategies)
CRIEEIREEAL R IER I (New Service Development Process)

o wifaw @rew wrfd F forw fRemfAder  (Guidelines for Physical Evidence
Strategy)

WI"%— IV: ot i o siw yesfe (Delivering and Performing Services):
o TAT VA FA § FHATLAT T YIHFT (Role of Employees in Service Delivery)
o TAT VA FIA § UTgHI 0l HHT (Role of Customers in Service Delivery)
o TEEA] UH TAFIIAE =9l & TIeAT | AT T FAT (Delivering Services
through Intermediaries and Electronic Channels)
] W@W%WW%%‘QW (Strategies for Managing Capacity and
Demand)
s‘ch'l'é— V: Q4T TSl FT TGGT (Managing Service Promises)




e =TT § 99eaT it Aa9THaT (The Need of Coordination in Marketing
Communication)

aaTﬁ?Wféﬁqﬂﬁiﬁ#ﬁﬁﬁf(Key Service Communication Challenges)
ﬁaﬁﬁa?ﬂ?qfﬁalﬁléﬁﬁﬁﬁﬂT(Approaches to Pricing the Services)
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