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To provide a critical evaluation and understanding of the key issues in services marketing

and the marketing principles and theories specifically applied to service organisations. To

develop knowledge of service marketing concepts and theories and enable you to apply

service marketing techniques and principles in developing strategies within service

organisations.



Outline Syllabus

Uniqueness of service marketing
Frameworks for customer's experiences
Marketing strategies for services
Service performance

Fluctuating demand

Leveraging people

Designing service setting

Managing the customer mix

Setting price

Promoting services

Service quality

Service recovery

Studying service failure and success
Global service issues

Module Learning Outcomes
On successful completion of this module, students will be able to...

1 a) Critically evaluate the key marketing issues relating to service industries;
b) Understand the key challenges in services marketing; and
¢) Demonstrate critical understanding of the development of the research in the
discipline;

2 a) Systematically apply service marketing and strategic tools to a service
organisation, gaining experience of the formulation and application of Service
marketing principles;

b) Identify and evaluate the service marketing features of service organisations

3 a) Effectively define problems, engage in and evaluate decision making process;
b) Effectively use information from various sources to enhance decision making;
¢) Effectively present and communicate your ideas and arguments; and critically
evaluate your role within a group and effectively contribute to the goal of the group

Learning, Teaching and Assessment Strategy

Lectures will provide information for you to build your knowledge of service marketing
issues and develop critical awareness of service marketing dilemmas within organisations
(Learning Outcome 1a,1b,1c) Tutorials will provide you with the opportunities to; further
investigate these concepts, explore their application within organisations and further
develop your analytical and critical evaluation skills (Learning Outcomes 1a,1b,1c,2a,2b).
Formative feedback given through tutorial group work and presentations will help you to
develop collaborative and presentation skills (Learning Outcomes 3a,3b,3c). Directed study
will encourage you to appreciate the complexity of services marketing principles as they
apply to and are implemented by organisations (Learning Outcomes 1a,1b,1c,2a,2b). Your
learning is assessed by a group report, supported by group meeting minutes (Learning
Outcomesla,1b,2a,2b,3a,3b,3¢) in addition you will be assessed by an individual time
constrained examination (Learning Outcomesla,1b.1c). Supplementary assessment is by

examination and individual assignment.



The module addresses ESD through content on ethics and CSR.
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