
Contents

Preface vii
The structure of this book and how to use it ix
List of figures xi

1 Marketing and services 1

2 The nature of services marketing 23

3 Marketing planning for services: the process 49

4 Marketing planning for services: the problems 63

5 Marketing planning Phase One: the strategic context 79

6 Marketing planning Phase Two: the situation review
(Part 1) 107

7 Marketing planning Phase Two: the situation review
(Part 2) 141

8 Marketing planning Phase Three: marketing strategy
formulation 183

9 Marketing planning Phase Four: resource allocation,
monitoring and detailed planning (Part 1: the budget,
the service product plan and the communications plan) 213

10 Marketing planning Phase Four: resource allocation,
monitoring and detailed planning (Part 2: price, place,
people, processes and customer service) 267

11 Organizing for marketing planning 307

12 Measuring the effectiveness of marketing plans for
service businesses 347

13 A step-by-step marketing planning system for service
businesses 373

Examples of marketing plans 411
Glossary of marketing planning terms 469
References 477
Index 485

FTOC 11 July 2011; 11:22:43


