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SRI VENKATESWARA UNIVERSITY: TIRUPATI
PROGRAMME: THREE YEAR B COM
Domain Subject: Commerce
Semester-wise Syllabus under CBCS (w.e.f. 2021-22 Admitted Batch)
Il Year B.Com (Common to B.Com General, B.Com CA, B.Com Taxation, B.Com Computer Application with
Business Analytics and BA Accountancy)

Semester - V

Course 16-C: DIGITAL MARKETING
(Skill Enhancement Course (Elective), 4 Credits)

Max Marks: 75 + 25 = 100
| Learning Outcomes
Upon successful completion of the course students will be able to;

1. Analyze online Micro and Macro Environment
2. Design and create website
3. Discuss search engine marketing
4. Create blogs, videos, and share
1. Syllabus: Total 75hrs (Teaching 60, Training10, Others 05 including IE etc.)

Unit 1: Introduction

Digital marketing: Meaning — importance — traditional online marketing vs digital marketing —
online market place analysis Micro Environment — Online Macro Environment - trends in digital
marketing — competitive analysis.

Unit — I1: Web site planning and creation

Web Site: meaning — objectives — components of website - website creation — incorporation of
design and- adding content, installing and activating plugins.

Unit 3: Search Engine Optimization (SEO)

SEO: Meaning — History and growth of SEO —Importance of Search Engine - On page
Optimization — off page optimization — Role of Search Engine Operation- google Ad words —
Search Engine Marketing: Campaign Creation — Ad Creation, Approval and Extensions.

Unit 4: Social Media Marketing:

Meaning of social media and Social Media Marketing — social Management tools-strategy and
planning — social media network — Social Networking — video creation and sharing — use of
different social media platforms - Content creation - Blogging — Guest Blogging.

Unit 5: Email marketing:

Meaning — Evolution of email — importance of email marketing — Development and
Advancements in e mail marketing - email marketing platforms — creating and Tracking e-
mailers—create forms — create opt-in lists — mapping industry trends and eliminating spam
messages.

I11. References

1.Digital Marketing for Dummies by Ryan Deiss & Russ Henneberry, publisher John Wiley
first edition 2020.

2.Youtility by Jay Baer, Published by Gilda MedialL C Portfolio 2013,

3. Epic Content Marketing by Joe Pulizzi, McGraw-Hill Education, 2013

4. New Rules of Marketing and PR byDavid Meerman Scott.Wiley, 2017
5. Social Media Marketing All-in-one Dummies by JanZimmerman, DeborahNg, John
Wiley &Sons.



6. Digital Marketing 2020 by Danny Star, Independently Published, 2019

7. Web sources suggested by the concerned teacher and college librarian including reading
material.

Il. Co-Curricular Activities:

A. Mandatory (Student training by teacher in field related skills: 10 hrs.):
1. For Teachers: teacher shall train students (using actual field material)in classroom/field
for not less than 10 hours in the skills in digital marketing viz., SEO, SEM, Social media
Marketing, content writing, e-mail marketing, web designing and development, Blogging,
Google ad words.
2. Students: Students shall individually undertake an online study on any aspect such as
Analysis of local online Micro and Macro Environment and make a trend analysis of digital
marketing, Build a blog on any topic or subject of their interest, Develop website to market
for (real/imaginary) product or service, Create video with product or service description to
evoke customer attention. Each student has to submit his/her observations as a handwritten
Fieldwork/Project work Report not exceeding 10 pages in the given format to the teacher.
3. Max marks for Fieldwork/Project work Report: 05.
4. Suggested Format for Fieldwork/Project work (not more than 10 pages): Title page,
student details, contents, objective, step-wise work done, findings, conclusions and
acknowledgements.
5. Unit tests (IE).

B. Suggested Co-Curricular Activities
1. Organize short term training on Digital Marketing in collaboration with local or online
skill providers.
2. Seminars/Conference/ Workshops on significant and emerging areas in Digital Marketing
3. Real time work experience with Digital marketing service providers.
4. Arrange for Interaction with Area Specific Experts.
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Programme: Three Year B.Com
Domain Subject: Commerce
Semester-wise Syllabus under CBCS
(w.e.f. 2020-21 Admitted Batch)

1l Year B.Com (Common to B.Com General, B.Com CA, B.Com Taxation, B.Com Computer Applications

with Business Analytics and BA Accountancy)

Semester — V
Course 16-C: DIGITAL MARKETING

Model Question Paper
Time: 3 hrs
Section A
Answer any Five of the following

Section - B
Answer any Five Questions

Max. Marks 75

5 X 3=15 Marks

5 x12 = 60 Marks



B.Com CA, B.Com CA with Business Analytics, B.Com General, B.com Taxation & BA Accountancy

SRI VENKATESWARA UNIVERSITY: TIRUPATI

PROGRAMME: THREE YEAR B COM

Domain Subject: Commerce
Semester-wise Syllabus under CBCS (w.e.f. 2021-22 Admitted Batch)
Il Year B.Com (Common to B.Com General, B.Com CA, B.Com Taxation, B.Com Computer Application with
Business Analytics and BA Accountancy)
Semester — V

Course 17 C -Service Marketing

(Skill Enhancement Course (Elective), 4 Credits)
Max Marks: 75 + 25 =100

I. 1. Learning Out comes
Upon successful completion of the course the student will be able to;

1. Discuss the reasons for growth of service sector.

2. Examine the marketing strategies of Banking Services, insurance and education services.
3. Review conflict handling and customer Responses in services marketing

4. Describe segmentation strategies in service marketing.

5. Suggest measures to improve services quality and their service delivery.

I1. Syllabus: Total 75hrs (Teaching 60, Training10, Others 05 including IE etc.)

Unit 1: Introduction: Nature and Scope of services

Introduction: Nature and Scope of services characteristics of services, classification of services —
need for service marketing - reasons for the growth of services sector, Overview of marketing
Different Service Sectors -Marketing of Banking Services -Marketing in Insurance Sector -
Marketing of Education Services.

Unit-2: Consumer Behavior in Services Marketing

Customer Expectations on Services- Factors influencing customer expectation of services. -
Service Costs experienced by Consumer, the Role of customer in Service Delivery, Conflict
Handling in Services, Customer Responses in Services, Concept of Customer Delight

Unit-3: Customer Relationship marketing and Services Market Segmentation.

Customer Relationship marketing: Meaning -Importance of customer & customer’s role in
service delivery, Benefits of customer relationship, retention strategies. Services Market
Segmentation: - Market segmentation -Basis & Need for segmentation of services, bases of
segmentation services, segmentation strategies in service marketing.

UNIT 4: Customer Defined Service Standards.

Customer Defined Service Standards - Hard and Soft, Concept of Service Leadership and
Service Vision -Meeting Customer Defined Service Standards -Service Flexibility Versus
Standards - Strategies to Match Capacity and Demand - managing Demand and Supply of
Service —applications of Waiting Line and Queuing Theories to Understand Pattern Demand.



Unit 5: Service Development and Quality Improvement.

Service Development — need, importance and Types of New Services - stages in development of
new services, service Quality Dimensions - Service Quality Measurement and Service Mapping,
Improving Service Quality and Service Delivery, Service Failure and Recovery.

I11. References

1.

John E.G. Bateson, K.Douglas Hoffman: Services Marketing, Cengage Learning, 4e,
2015 publication

Vinnie Jauhari, Kirti Dutta: Services Marketing: Operations and Management,
Oxford University Press, 2014.

Valarie A. Zeithaml and Mary Jo-Bitner: Services Marketing — Integrating Customer
Focus Across The Firm, Tata McGraw Hill Publishing Company Ltd., 6e, 2013.
Nimit Chowdhary, Monika Chowdhary, Textbook of Marketing Of Services: The
Indian Experience, Macmillan, 2013.

K. Rama Mohana Rao, Services Marketing, Pearson, 2e, 2011.

Dr. K. Karunakaran, Service Marketing (Text and Cases in Indian Context),
Himalaya Publications.

Web sources suggested by the concerned teacher and college librarian including
reading material.

IV. Co-Curricular Activities:

A

Mandatory (Student training by teacher in field related skills: 10 hrs.):

1. For Teachers: Teacher shall train students (using actual field material)in
classroom/field for 10 hours in the skills in service marketing such as planning and
designing marketing strategies for any real/imaginary service of their interest, procedure
to identify customer behavior and their satisfaction for any service and issues thereof.

2. Students: Students shall individually take up a study on marketing strategies adopted
(w.r.t.) any one specific service product) adopted by any of the service providers like
Banking, Insurance, Telecom companies, (BSNL, Reliance Jio, Airtel, etc.) any other
sector like electric household appliances, hospitals, hotels etc. Assess Customer
expectations and Customer satisfaction feedback on services provided by Network
providers. Of Mobile Companies/Banking/Insurance/hospitals Zamoto, Swiggy, etc. Each
student has to submit his/her observations as a handwritten Fieldwork/Project work
Report not exceeding 10 pages in the given format to the teacher.

3. Max marks for Fieldwork/Project work Report: 05.

4. Suggested Format for Fieldwork/Project work (not more than 10 pages): Title page,
student details, contents, objective, step-wise work done, findings, conclusions and
acknowledgements.

5. Unit tests (IE).

B. Suggested Co-Curricular Activities

1.0rganize short term training on specific technical skills in collaboration with
Computer Department or skill training institution (Government or Non-Government
Organization). Like Zoho, Fresh book, MS Excel....

2. Seminars/Conference/ Workshops on emerging trends in service marketing

3. Real time work experience with service marketing providers

4. Arrange for Interaction with Area Specific Experts.



Il Year B.Com (Common to B.Com General, B.Com CA, B.Com Taxation, B.Com Computer Application with
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Business Analytics and BA Accountancy)
Semester — V

Course 17 C -Service Marketing

Model Question Paper

Section A
Answer any Five of the following

Section - B
Answer any Five Questions

Max. Marks 75

5 X 3=15 Marks

5 x12 = 60 Marks



