CBCS Course Currlculum {Effective from Session 2021-22

 [Bachelor of Commerce —Honours {B.Com. — Hons.)

B.Com. (H): Semester-V
DSE ’

BCM551; SERVICE & RETAIL MARKETING

gy Exammatmn Scheme

Lectures: 4hrs/Week
Tutonals, 1 hrfW eek

Credits: 5

Course Ob]ectlve : ,
The course aims fo. demonst_ te an in-depth understanding of retail and Services-
store retallmg Leamhow retaihng -works and the factors that influence its success. Understand oty
that builds. customer loyalty. -

Course Learniﬁg'() jtcomes, ot T -
_After completing the:cotifsg, the student shall be abléto:
COl Understand the key concepts am} prmclples of: servwes‘&, retail mark ting
of Seryice' o ucts impact on’

Unit 11: Consumer behaviourin:servites; N -
Service Models- Service quality Gap Model; Gronross‘ Model of serV1 :
services, two levels of expectation, Zone of tolerance; Facto ﬂ
Customet perception of services-Factors that influence customet
Unit III Retalimg Fundamentals
R t"11 Mix,” Retall formats Buildmg and Sustammg Relat

Tradmg : ’__n‘ Process Locational
Pos1t10n1ng,Locat10n ,A '

Saturaiion Theory, Buym
Unit V: Retail Layout
Store Designs and Layouts: Exterior Design-Pecisions—Interior Design Decisions -General Rules of
Customer Traffic — Types of Layouts (Counter Store, Forced Path, Grid, Free Form, Boutique, Star, Arena
and Combined Layouts) - Store Merchandising and Atmosphere: Theory of Eyelevel Buy level —
Merchandize Presentation Techniques. Mehrabian-Russell Model — Drivers of Behaviour (Arousal,
Pleasureand Dominance) — Sensory Marketing Techniques in Retail [ndustry
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,.[Bachelar' of 'Colmn-j_é‘rce:— Honours (B.Com. - Hons.)]

Suggested Readirigs

» Hoffman, K. D. J. & Bateson, E.G. (2003), Essent1a1 of Service Marketing: Concepts Strategies and
Cases, Thomson South Western
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