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❖  Define Service Marketing and explain its relevance in 

today’s economy.  ................... 1 
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❖  Discuss the importance and methods of marketing in 
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(7 Ps) in promoting service-based 

organizations.  ................. 23 
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marketing and explain its significance.  ................. 34 
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❖  Explain the various factors that influence customer 

expectations of services.  ................. 38 

❖  Analyze how service costs experienced by consumers 

affect their perception and satisfaction.  ................. 41 

❖  Describe the different types of service costs—

monetary, time, effort, and psychological—from the 
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❖  Discuss how service organizations can handle conflicts 

that arise during service delivery.  ................. 46 

❖  Explain different types of customer responses to service 

experiences—both positive and negative.  ................. 48 
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complaints effectively to improve service 
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❖  Analyze the benefits of market segmentation for service 

providers.  ................. 63 
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specifically in service marketing.  ................. 65 

❖  Compare and contrast demographic, geographic, 

psychographic, and behavioral segmentation in 

services.  ................. 67 

❖  Describe the process of segmenting a service market 

and selecting the right target segment.  ................. 71 
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❖  Evaluate different segmentation strategies used in 
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❖  Analyze how segmentation contributes to better 
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❖  Define customer-defined service standards and explain 
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❖  Differentiate between hard and soft service standards 
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❖  Discuss the importance of establishing customer-
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❖  Explain the concept of service leadership and its impact 
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❖  Analyze the role of a service vision in guiding 
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❖  Describe the steps involved in identifying and meeting 
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❖  Discuss strategies to match service capacity with 

fluctuating customer demand.  ................. 98 
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and how they influence service experience.  ................. 36 
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and how customer participation impacts service quality.
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