


	
		×
		

	






    
        
            
                
                    
                        
                    
                

                
                    
                        
                    
                

                
                    
                        
                            
							
                        

                    

                

                
                    	
                            Log in
                        
	
                            Upload File
                        


                

            


            
                
                    	
                            Most Popular
                        
	
                            Art & Photos
                        
	
                            Automotive
                        
	
                            Business
                        
	
                            Career
                        
	
                            Design
                        
	
                            Education
                        
	
                            Hi-Tech
                        


                    + Browse for More
                

            

        

    



    
        
            
                
                

                
                	Home
	Documents

	Ssm Etihad Airways



                




    
        
            
                
                    
                        

                        
                        
                    

                    
                        
						1

22
                        
                    

                    
                        
                        100%
Actual Size
Fit Width
Fit Height
Fit Page
Automatic


                        
                    

					
                

            

            
                
                    
                    
                    
                

                
                    

                    

                    
                        
                         Match case
                         Limit results 1 per page
                        

                        
                        

                    

                

            

            
									
    
        
        

        

        

        
        
            The service marketing mix is also known as an extended marketing mix and is an integral part of a service blueprint design. The service marketing mix consists of 7 P’s as compared to the 4 P’s of a product marketing mix. Simply said, the service marketing mix assumes the service as a product itself. However it adds 3 more P’s which are required for optimum service delivery. The product marketing mix consists of the 4 P’s which are Product, Pricing, Promotions and Placement. These are discussed in my article on product marketing mix – the 4 P’s. The extended service marketing mix places 3 further P’s which include People, Process and Physical evidence. All of these factors are necessary for optimum service delivery. Let us discuss the same in further detail. Product – The product in service marketing mix is intangible in nature. Like physical products such as a soap or a detergent, service products cannot be measured. Tourism industry or the education industry can be an excellent example. At the same time service products are heterogenous , perishable and cannot be owned . The service product thus has to be designed with care. Generally service blue printing is done to define the service product. For example – a restaurant blue print will be prepared before establishing a restaurant business. This service blue print defines 
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                                        DESCRIPTION

                    Samsung Electronics Co., Ltd. (Korean: 삼성전자; Hanja: 三星電子) is a South Korean multinational electronics company headquartered in Suwon, South Korea.[1] It is the flagship subsidiary of the Samsung Group, accounting for 70% of the group's revenue in 2012,[3] and has been the world's largest information technology company by revenue since 2009.[4] Samsung Electronics has assembly plants and sales networks in 80 countries and employs around 370,000 people.[5] Since 2012, the CEO is Kwon Oh-Hyun.[6]Samsung has long been a major manufacturer of electronic components such as lithium-ion batteries, semiconductors, chips, flash memory and hard drive devices for clients such as Apple, Sony, HTC and Nokia.[7][8]In recent years, the company has diversified into consumer electronics.[9][not in citation given] It is the world's largest manufacturer of mobile phones and smartphones fueled by the popularity of its Samsung Galaxy line of devices.[10] The company is also a major vendor of tablet computers, particularly its Android-powered Samsung Galaxy Tab collection, and is generally regarded as pioneering the phablet market through the Samsung Galaxy Note family of devices.[11]Samsung has been the world's largest manufacturer of LCD panels since 2002, the world's largest television manufacturer since 2006,[12] and world's largest manufacturer of mobile phones since 2011.[13] Samsung Electronics displaced Apple Inc. as the world's largest technology company in 2011 and is a major part of the South Korean economy. In June 2014 Samsung published the Tizen OS with the new Samsung Z.
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                    The service marketing mix is also known as an extended marketing
mix andis an integral part of a service blueprint design. The
service marketing mixconsistsof 7Psascomparedtothe4Psof aproduct
marketingmix.Simplysaid
theservicemarketingmixassumestheserviceasaproductitself. !owever it
adds " more Ps which are re#uired for optimum servicedelivery.The
product marketing mix consists of the 4 Ps which are Product
PricingPromotions and Placement. These are discussed in my article
on productmarketing mix $ the 4
Ps.Theextendedservicemarketingmixplaces"furtherPswhichincludePeople
Process and Physical evidence. %ll of these factors are necessary
foroptimum service delivery. &et us discuss the same in further
detail.Product $ The product in service marketing mix is intangible
in nature.&ikephysical products suchas asoapor adetergent
serviceproductscannot be measured. Tourism industry or the
education industry can be anexcellent example. %t the same time
service productsare heterogenous perishable and cannot be owned.
The service productthus has to be designed with care. 'enerally
service blue printing is done todefine the service product. (or
example$ a restaurant blue print will beprepared before
establishing a restaurant business. This service blue printdefines
exactly how the product )in this case the restaurant* is going to
be.Place Placein case ofservicesdeterminewhereisthe service
productgoingtobelocated. Thebestplacetoopenupapetrol
pumpisonthehighway or in the city. % place where there is minimum
traffic is a wronglocation to start a petrol pump. Similarly a
software company will be betterplaced in a business hub with a lot
of companies nearby rather than beingplaced in a town or rural
area.Promotion $Promotions have become acritical factor inthe
servicemarketing mix. Services are easy to be duplicated and hence
it is generallythe brand which sets a service apart from its
counterpart. +ou will find a lotof banks and telecom companies
promoting themselves rigorously. ,hy isthat- .t is because
competition in this service sector is generally high andpromotions
is necessary to survive. Thus banks .T companies anddotcoms place
themselves above the rest by advertising or promotions.Pricing $
Pricing in case of services is rather more difficult than in case
ofproducts. .f you were a restaurant owner you can price people
only for thefood you are serving. /ut then who will pay for the
nice ambience you havebuilt up for your customers- ,ho will pay for
the band you have for
music-Thustheseelementshavetobetakenintoconsiderationwhilecosting.'enerally
service pricing involves taking into consideration labor
materialcost andoverheadcosts. /yaddingaprofit markupyouget
yourfinalservice pricing. +ou can also read about pricing
strategies.!ere on we start towards the extended service marketing
mix.People $ People is one of the elements of service marketing
mix. Peopledefine a service. .f you have an .T company your
software engineers defineyou. .f you have a restaurant your chef
and service staff defines you. .f youareintobanking
employeesinyourbranchandtheirbehaviortowardscustomers
definesyou..ncaseofservicemarketingpeople canmake orbreak an
organi0ation. Thus many companies nowadays are involved
intospeciallygettingtheir staff trainedininterpersonal skills
andcustomerservice with a focus towards customer satisfaction. .n
fact many companieshave to undergo accreditation to show that their
staff is better than the rest.1efinitely a 2SP in case of
services.Process $ Service process is the way in which a service is
delivered to theend customer. &ets take the example of two very
good companies $3cdonalds and (edex. /oth the companies thrive on
their #uick service andthe reason they can do that is their
confidence on their processes. 4n top ofit the demand of these
services is such that they have to deliver optimallywithout a loss
in #uality. Thus the process of a service company indelivering its
product is of utmost importance. .t is also a criticalcomponent in
the service blueprint wherein before establishing the
servicethecompanydefines exactlywhat shouldbetheprocessof
theserviceproduct reaching the end customer.Physical Evidence $ The
last element in the service marketing mix is avery important
element. %s said before services are intangible in nature.!owever
to create a better customer experience tangible elements are
alsodelivered with the service. Take an example of a restaurant
which has onlychairs and tables and good food or a restaurant
whichhas ambientlighting nicemusicalongwithgoodseatingarrangement
andthisalsoserves goodfood. ,hichone will youprefer- The one
withthe niceambience. Thats physical evidence. Several times
physical evidence is usedas a differentiator inservicemarketing.
.magine a private hospital andagovernment hospital.
%privatehospital will haveplushofficesandwelldressed staff. Same
cannot be said for a government hospital. Thus physicalevidence
acts as a differentiator.This is the service marketing mix )7p*
which is also known as the extendedmarketing mix.Introduction to
Etihad Airways Company Background Etihad Airways, the national
carrier of the United Arab Emirates and carrier of theregion of Abu
Dhabi was established by Royal (Amiri) Decree of Abu Dhabi inJuly
200! (Etihad Airways, 20"0) #he Airline commenced its
commercialo$erations in %o&ember 200 with a ceremonial flight
form Abu Dhabi'nternational Air$ort to Al Ain 'nternational
Air$ort! (ithin a short s$an of timeEtihad Airways has grown to
become not only one of the leading airlines of theU!A!E, but also
of the world! #he Airline has turn out to be the fastest
growingairline in the history of commercial a&iation! (Etihad
Airways, 20"0) Etihad is an Arabic word which mean )United ! Etihad
Airways has strategically chosen its brand name as it $lans to
unite the west and the east with a centre at AbuDhabi! (Etihad
Airways, 20"0) #he $resent tag line of the Airline is * +,rom
AbuDhabi to the (orld-! (Etihad Airways, 20"0)! Etihad Airways is
go&erned by a .oard of Directors under the chairmanshi$ of
//0hei1h /amed bin 2ayedAl %ahyanand o$erates interms of its
foundinglegislation and the Article of Association of the 3om$any!
#he Airline has a newmanagement team since 2004 under the
leadershi$ of 5r! James /ogan * 6resent3E7! (Etihad Airways, 20"0)
Etihad Airways has se&eral awards under its umbrella! #he most
$restigious awardwiththecom$anyhaswonisthe)(orld8eading
AirlineAwardat the2009 (orld #ra&el Awards! .eside that Etihad
has also been awarded as the ).est 8ong/aul Airlines)at
the20"0.usiness#ra&el Awards! #heairlinehasalsobeenawarded as
the ).est 5ar1eting 0trategy of the :ear 2009 , by the 5iddle East
.usiness Achie&ement Award! (Etihad Airways, 20"0) #he ca$ital
of the United Arab Emirates, Abu Dhabi is Etihad Airways base
andhub! Etihad Airways 3or$orate 7ffice is located in Abu Dhabi!
#he airline o$eratesthrough &arious tra&el agents who are
their general sales agents which o$erate in;2 countries o&er
the world! (Etihad Airways, 20"0)! #he airline currently
ser&esaninternational networ1ofmorethan4;destinationso&er
forty; aircraft, consisting of? two AirbusA"9s@ " A20s@ "4 A0
.oeing =B=s between 20"; and 2020@ and "0.oeing ===s between 20""
and 20"! (Etihad Airways, 20"0) .esides ha&ing its own fleet of
aircrafts, Etihad Airways has code sharingagreement with 2 of the
world airline so as to build it world networ1s! #he 2airlines
include Jet Airways, 5alaysian Airline, 3y$rus Airways,
AmericanAirline!!!etc! (Etihad Airways, 20"0) .eside the
international air trans$ortation of $assengers which is Etihad
Airwaysmain business line, the com$any o$erates Etihad /olidays
which handles tourismneedof customers andalsoEtihad3rystal
3argowhichhandles internationaltrans$ortation of goods, $recious
cargo and $ets! (Etihad Airways, 20"0) Accordingto(,light0tats,
20"0), Etihad Airways7ntime$erformanceis=BCduring the ">th of
July to the ">th of August 20"0!(Refer to A$$endiA 6age
">,3hart * Etihad Airways 6erformance 'ndeA)!.ut according to
the Etihad Airways3or$orate ,actsheet, the airline states to
ha&e a 9"C on time $erformance! (EtihadAirways, 20"0)
'ntheyears2009, Etihad
Airwaysre&enueeAceedmorethan2!.illonU0D!(Etihad Airways, 20"0)!
'n the first Duarter of 20"0, Etihad Airways, re$orted 2;!>C
growth in $assengers re&enue as com$ared to the industry
a&erage growth of22C! (Etihad Airways, 20"0) Product and
Service #he international trans$ortation of $eo$le, i!e $assengers
is the main business ofEtihad Airways! #he airline has three
different ty$es of $roduct for &arious sectorswhich are Diamond
,irst 3lass, 6earl .usiness 3lass, and 3oral Economy
3lass!,urthermore, EtihadAirways o$erates inthe
tourismindustrythroughEtihad/olidays and o$erates in cargo and
logistic with Etihad 3rystal 3argo and EtihadEA$ress2D(%ew6roduct
since 20"0)! (Etihad Airways, 20"0) ! (Refer toA$$endiA, 6age
">, Diagram * Etihad Airways 6roduct 6ortfolio) ,or its $roduct
$ortfolio of &arious businesses that Etihad Airways o$erates
underintermsof$roduct share, 40Cistheinternational
trans$ortationof$assenger,Etihad3rystal
3argota1es0CandEtihad/olidayhas"0Cshare! (Refer toA$$endiA, 6age
"4, Diagram * Etihad Airways 6roduct 0hare) 'ntermsof$rofits and
re&enue in its'nternational #rans$ortationof6assengers.usiness,
Etihad Airways gets ;0C of its re&enue from its Etihad 6earl
.usiness3lass, 20C from its Etihad Diamond ,irst 3lass and ;0C from
its Etihad 3oralEconomy 3lass! 'n terms of mar1et share, the Etihad
3oral Economy has a largermar1et share, thenEtihad6earl
.usiness3lassandthenEtihadDiamond,irst3lass! .ased on the #he .3E
5atriA (.oston 3onsulting Erou$ Erowth
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