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Instructions to the candidates:

1) All questioris.are compulsory.

2) Figures te-the right indicate full marks.

3) Includeexampieswherever necessary. )

4) Drawneat-and labelled diagrams wherever necessary. A

oo
Q1) Solveany Five. \~> , [5%2=10]
a) ‘“What is services Blueprint? o (J';/\
b) Explainbriefly Service - Corffirim.
c) Define Service Profit Cha',n.? )\
d) Explainconcept of (%(I?ﬁ/iodel.
e) Listtheimpacts pfisesvicek-ailure.
f)  What is service encouriter?
g) Listthe characteristies of services.
h) Definecustomert:ifetimevalue.
Q2) Salve any two. [2x5=10]

a) lllustratethe ServicesMarketing Triangle;
b) Explainthe Demand and Capacity coneent.

c) Explain the Services Marketing opportunities available in 20"
Century.
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Q3) Solveany one [1x10=10Q]
a) Demonstrate the bases of Segmentation strategy with real examples.

OR
b) Explainthe Services Marketing Mix?

Q4) Solve any one; [1x10=10]
a) Criticizethe corcept of “Work from Home”.
OR {
b) Elaboraie'the Automation and New Technologi es M Services.
o
Q5) Solve aly one. N2 [1x10=10]

/

a) +Explain theimportance of servi g,eRecoQéry Also draft the services
recovery strategiesfor OnlineEducatich academy.

OR
)
b) Define the Services Bluéarint process? Also sketch Diagram of

serviceBIueprintfo} ishey-+ Hotstar?
iy
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