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TLP Conduc TLP ]
Modul | Class | Planned . . . if any
Topics to be covered Plann tion Topics Covered Execute L.
e No. (DD/M deviatio
M) ed (DD/M d n
M)
Reasons for the growth of services sector@and its
1 29/05 contribution; difference in goods and service PPT
marketing;

characteristics of services; concept \ of service

MoD 2 30/05 marketing triangle PPT
ULE-
1 PPT
3 02/06 | service marketing'mix; GAP models of service quality.
PPT

4 06/06 | Search, Experience and Credence property
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: \ PPT
consumer expectation of services, twodlevels of
5 07/06 .
expectation, Zone of tolerance
. . - PPT
Factors influencing customer expectation of
6 08/06 .
MO services.
DUL PPT
E-2 Customer perception of senvices-Factors
7 13/06 . ) . :
influencing customer perception of service
Service  encounters Customer  satisfaction PPT
8 14/06 ! ’

Strategies for influencing customer perception
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9 15/06 Personality theories, Carl Jung's theoryof personality g
types
10 19/06 | Guilford Peogut theory, PF 16 and Type A/and B. adl
11 21/06 Emotional intelligence. Basicfunctions of mind: PPT
MO Creativity and innovation.
DUL 12 22/06 | Blocks to creativity. Creativity processes and togls- PPT
E-3 convergent and divergent thinking.
13 27/06 Six thinking Hats, Neuro Linguistic Programming PPT
14 29/06 Myers Briggs Type Indicator test (MBTI) adl
15 30/06 Case Study PPT
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16 04/07 Personal change meaning, nature and requisites. PPT
17 11/07 Social adjustments and habit formations PPT
MO
DUL 18 13/07 Locus of control. Habits of personal effectiveness: PPT
E-4
19 14/07 Seven habits of highly effective people. PET
20 18/07 Seven habits of highly effective people. PRT
21 19/07 Case Study — Personal Change
22 21/07 Case Study- Seven Habits
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23 25/07 Interpersonal relations and personal.growth PPT
24 26/07 | |nterpersonal needs for openness ad)
25 27/07 | inclusion and control
MO 26 28/07 Case Study- Interpersonal relations =
DUL 27 31/07 Discovering the interpersonal orientation through PPT
E-5 FIRO-B.
28 01/08 Conflict resolution and negotiation =4
29 02/08 Case Study- Conflict management =
30 03/08 Time management and honouring the PPT
commitments
31 16/08 Case study- Time management ad
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32 17/08 Ego states PPT
33 18/08 Types of transactions and time structuring ad
34 22/08 Life position, scripts and games TPt
MO
DUL 35 23/08 T-group sensitivity training LT
E-6
36 24/08 Encounter groups il
37 28/08 Appreciative enquiry and group relations PPT
conference
38 29/08 Practical simulation: T group training PPT
39 30/08 Revision PPT
40 31/08 Discussion: Previous question papers ad
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