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| nstructions to the candidates:

1)
2)

ii)

All questionsare compulsory.

Figuresto theright indicate full marks.

Multiple Choice Questions [9]
Which of the following isnot an element of people?

a Motivation

b) Teamwork

c) Target achievement

d) All of the above are elements of People.

Services are characterized by all of the following characteristics except
for

a Intangibility b) Variability

c) Inseparability d) Homogeneity
Added featuresto an offering arecalled ~ servicefeatures
a Expected b) Augmented

Cc)  Secondary d) Perceived

The 4p’s of marketing include

a Product b) Place

c) Promotion d) All of theabove

P.T.O.



v)  Focusing the firms marketing efforts toward the existing customer base

iscalled
a Conquest retention b) Customer retention
c) Courteousretention d) None of the above
B. Match the pairs: [9]
A B
Physical evidence Demographic segmentation
Serviceblueprint Tangible elementsof aservice
Segmentation Consumer guidelines for a service process
Six Market model Reduction inindustrial accidents
Safeworking environment | Payneand Holt

Q2) Long Answer questions (Attempt any 1 out of 2) [1x 10 = 10]
ad Definetheterm services. Explain the functions of service management.
b) Explainindetail the objectivesof promotion in services marketing.

Q3) Long Answer questions (Attempt any 1 out of 2) [1x 10 = 10]
ad Explainindetail the variousbases of market segmentation.
b) Explainthe PESTEL factorswith regardsto services

Q4) Short notes (Attempt any 4 out of 6) : [4x5=20]
d Challengesof serviceindustry
b) Product life cycle
c) Physica evidence
d) Importanceof market analysis
€) Characteristics of services
f)  Impact of new economic policy on the service industry
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