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Instructions to the candidates:

1) Question No.1 and Question No.6 are Compulsory.
2) Solve any Three Questions from question No.2 to Question No.5.
3) Figures to the right side indicate full marks.
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Q1) Fill in the blanks by selecting suitable choice. (any 6 out of 8) [6]

a) Services marketing is important in today’s context because of it ______.

i) Generates more GDP

ii) Generates more customer

iii) Generates more jobs and GDP

iv) Generates more jobs

b) Which of the following is not an example of “tangibilizing” a service
product?

i) Employee uniforms ii) Exterior  of the property

iii) Plant presentation iv) All of the above

c) Service positioning is about _________.

i) Developing a service

ii) Developing a perception of the service

iii) Service quality decisions

iv) Perceptual mapping

d) ______ is one of the core elements in service strategy formulation.

i) Segmentation ii) Targeting

iii) Positioning iv) Competiveness

e) A service-focused firm offers a _______ range of services to a fairly
broad market.

i) Wider ii) Limited

iii) Less iv) More
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f) Services that do not meet customer expectations are called _________.

i) Service failures ii) Critical incidents

iii) Function failures iv) Service recoveries

g) In the service industry charges, fees, fares or rates are all _________.

i) Service cost ii) Cost structure

iii) Cost plus iv) Price

h) Pure goods without accompanying ___________________.

i) Product ii) Goods

iii) Services iv) Nothing

Q2) What do you mean by services? Explain Characteristics of Services? [14]

Q3) Explain in detail the Designing of Services Mix with reference to Product and
Price. [14]

Q4) Explain in detail the challenges associated with the development of the services?
[14]

Q5) Define Consumer Satisfaction and Explain Measuring Consumer Satisfaction?
[14]

Q6) Write Short Notes (Any 2 out of 4): [2×6=12]

a) Types of Services.

b) The Service Delivery Process.

c) Measuring Service Quality.

d) Customer Loyalty.
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gyMZm …- 1) àíZ H«$. 1 Am{U àíZ H« . 6 gº$sMo AmhoV.
2) àíZ H«$‘m§H$ 2 Vo àíZ H«$. 5 ‘Yrb H$moUVohr VrZ àíZ gmoS>dm.
3) COdrH$S>rb A§H$ nyU© JwU Xe©{dVmV.
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à.à.à.à.à.1) ¶mo½¶ n¶m©¶ {ZdSy>Z [aº$ OmJm ^am (8 n¡H$s H$moUVohr 6) [6]

A) AmOÀ¶m g§X^m©V godm {dnUZ ‘hËdmMo Amho H$maU ....................

i) A{YH$ OrS>rnr {Z‘m©U H$aVo

ii) A{YH$ J«mhH$ {Z‘m©U H$aVmV

iii) A{YH$ amoOJma Am{U OrS>rnr {Z‘m©U H$aVo

iv) A{YH$ amoOJma {Z‘m©U H$aVmV

~) Imbrb n¡H$s H$moUVr godm CËnmXZ ""Q>±Or{~bm¶qPJ'' (ñnï> d {ZpíMV) H$aÊ¶mMo CXmhaU
Zmhr?

i) H$‘©Mmar JUdoe ii) ‘mb‘Îmm ~mh²¶

iii) dZñnVr gmXarH$aU iv) darb gd©

H$) godm pñWVr åhUOo ................

i) godm {dH${gV H$aUo ii) godoMr YmaUm {dH${gV H$aUo

iii) godm JwUdÎmoMo {ZU©¶ iv) ~moYmË‘H$/g§doXZmj‘ ‘°qnJ

S>) ................ godm aUZrVr V¶ma H$aÊ¶mÀ¶m ‘w»¶ KQ>H$m§n¡H$s ho EH$ Amho.

i) {d^mOZ ii) bú¶rH$aU

iii) pñWVr iv) ñnYm©Ë‘H$Vm

B) godm H|${ÐV ’$‘© ~a²¶mM ~«m°S> ‘mH}$Q>‘Ü¶o .................... godm§Mr Am°’$a XoVo.

i) {dñVrU© ii) ‘¶m©XrV

iii) H$‘r iv) A{YH$
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’$) Á¶m godm J«mhH$m§À¶m Anojm§Mr nyV©Vm H$arV ZmhrV Ë¶m§Zm ................ åhUVmV.

i) godm An¶er ii) J§̂ ra KQ>Zm

iii) H$m¶© A¶eñdr iv) godm dgyb
¶) godm CX²¶moJ ewëH$, ’$s, ^mS>o qH$dm Xa gd© H$mhr ..............

i) godm IM© ii) IM© aMZm

iii) IM© A{YH$ iv) qH$‘V

a) ewÕ dñVy gmo~V ZgUo åhUOo ...............

i) CËnmXZ ii) dñVy

iii) godm iv) H$mhr Zmhr

à.à.à.à.à.2) godm åhUOo H$m¶? godm§Mr d¡{eîQ>ço ñnï> H$am? [14]

à.à.à.à.à.3) CËnmXZ Am{U {H$‘VrÀ¶ g§X^m©V godm {‘l aMZm g{dñVa ñnï> H$am. [14]

à.à.à.à.à.4) godm§À¶m {dH$mgmer g§~§{YV AmìhmZo g{dñVa ñnï> H$am. [14]

à.à.à.à.à.5) J«mhH$ g‘mYmZmMr ì¶m»¶m Úm Am{U J«mhH$ g‘mYmZmMo ‘moO‘mn ñnï> H$am? [14]

à.à.à.à.à.6) {Q>nm {bhm. (Mman¡H$s H$moUË¶mhr XmoZ) [2×6=12]

A) godm§Mo àH$ma

~) godm {dVaU à{H«$¶m

H$) godoMr JwUdÎmm ‘moOUo

S>) J«mhH$ {Zð>m
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