Name of the Teacher:_ Asst. Prof. Preeti Gupta (Deptt. Of Commerce & Mgt.)

Class: B. Voc  5th semester 

Sub: Services Marketing(BBPO-503)

Lesson Plan
	S No
	Period
	Topics to be Covered

	1. 
	17-24 July 2018


	Services Marketing: Concept, characteristics and classification

	2. 
	25-01 Aug 2018
	Buying process for services; Customer expectations of services

	3. 
	02-08 Aug 2018
	Customer perception of services; Marketing Mix in Services

	4. 
	09-14 Aug 2018
	Service Quality: Concept, dimensions and models

	5. 
	16-23 Aug 2018
	Relationship Marketing: Meaning and goals; Service market segmentation and targeting

	6. 
	24-31 Aug 2018
	Customer retention strategies

	7. 
	01-07 Sept 2018
	Service Development: Steps in service development; Service blueprinting

	8. 
	08-14 Sept 2018
	Approaches to service delivery; Customers feedback and service recovery; Physical environment of services

	9. 
	15-21 Sept 2018
	Communication and Promotion of Services: Main problems, objectives, Communication mix and strategies.

	10. 
	22-30 Sept 2018
	Pricing of Services: Characteristics, approaches and pricing strategies

	11. 
	01-07 Oct 2018
	Distribution of Services: Channels, key intermediaries, strategies for effective service delivery

	12. 
	08-13 Oct 2018
	Managing Service Employees: Importance and roles of contact personnel; Managing service delivery employees

	13. 
	15-22 Oct 2018
	Managing Customers and strategies for enhancing customer participation

	14. 
	23-31 Oct 2018
	Customer protection and ethics in services

	15. 
	01-13 Nov 2018
	Presentation and revision of whole syllabus


