Total No. of Questions: 5] (9) SEAT No. :
V
P-3771 e [Total No. of Pages: 2
[6025@?49

SYMBA.
304 - MKT:S@kp@S: SERVICESMARKETING (_z

@9%aﬁérn)(8emester-m) (?‘
Time: 2vsHours Y 6\/ M‘\M ks: 50
Instructionsto the@d ' Q

1) Allgq S compulsory.
AN

2) Figdrgsto ght indicate full marks.
3) Inclu ey‘uples wherever necessary.

4) Draw néat’and labelled diagrams wher Py ¢
(O.
i 2
Q1) Solve aqg.\'flve: [5 % 2=10]

a E&)meratetheelementsof service
b) §.A’ccordi ng to Parasuraman, Z
determinant of servicequall‘f '

7

i)  Responsiveness Q(\(;D

i) Reliability ,\\‘\/

iil)  Assurance /\\Q

iv) Empathy ) >

V) Tangibl A7
c) Listthe’s tio of services

X¢]
N
é@

d) DefigeSe counte.
€) Tgef%’a'\t abus pf/&travel ler hasonevery positive check-in @q@i ence

d therra very negative check-in experi enc@swi dit}@ént hotel
Qpl oyeeona S?B%quent visit is evidence of ser@ \a
i

' Intangibility \’ ({/b\,
i) Inseparability éb >
% i)y Variability 5 &
iv) Perishability %, ,{/\\
f)  Recal key classification of services. () e

g) Listany four low contact services. (O(\/
h) Recall zone of Tolerance. q’>/
@.
‘v
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Q2) Solve any two: [2 x5 =10]
a) Describe the four important phases'of service process.
b)  Explainthe concept of positionirigof servicesand point out consequenc
of failure of positioning. é
C) ldentify the elements of customer - driven services marketing stra@

Q3) Solve any one: @ z 10]

a) Determing the factor's of servuction model.

b) Thereisztrend of service delivery from high contact tefowrcontact. Are
serviceemplayees still important in Iow-contac@%? Demonstrate

yaur answey, with suitable example. fb

Q4) Solve any,one:: x O [1x 10 = 10]

a  WiHich issues create boundary - sp@}u oblems for employeesin a

customer contact centre at a maj@k, I Miernet’service provider? List and

appraise four common probl indicate how you would mediate

between operationsand aqg to oreate a satisfactory outcomefor al

three groups - servic rIp%ﬂ'der ¢ompany, Service employees and
customers. %

b) Assess your last L@ervice experience outline service Recovery

Process. 0
Q5) Solve an OO [1x 10 =410]

marketingmix strategy for onlinefood retail store.

at youwhave been hired as a consultant to.give advice to a
ar Hotel. Appraise the utility of GAP Model to.mprove‘the service

ity.
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