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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) Figuresto theright side indicate full marks.

Q1) Fill inthe blanks by selecting suitable choice. (any 6.0ut.of 8) [6]
a Servicesmarketing isimportant in today’scontext because of it
)  Generates more GDP
i)  Generates more customer
iil)  Generates more jobs and GDP
IvV) Generates more jobs
b) Which of the following is not an example of “tangibilizing” a service

product?
)  Employeeuniforms i) Exterior of the property
i)  Plant presentation iv) All of the above

c) Service'positioning is about
). “Develeping aservice
i) 'Developing aperception of the service
i) Servicequality decisions
Iv)  Perceptual mapping

d) _ isoneof the core elementsin service strategy formulation.
)  Segmentation i) Targeting
i) Pogitioning Iv) Competiveness
e) A service-focused firm offers a range of services to afairly
broad market.
) Wider i)  Limited
i) Less Iv) More

PT.O.



f)

9)

h)

Services that do not meet customer expectations are called
)  Servicefailures i)  Critical incidents
i)  Functionfailures IV) Servicerecoveries
In the service industry charges, fees, fares or rates are all

)  Service cost i) Cost structure
i) Cost plus Iv) Price

Pure goods without accompanying

I)  Product i) Goods

i) Services Iv) Nothing

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

Q3) Explainin detail the Designing of ServicesMixwith reference to Product and
Price.

[14]

Q4) Explainindetail the challengesassociated with the devel opment of the services?

[14]

Q5) Define Consumer Satisfaction and Explain M easuring Consumer Satisfaction?

Q6) Write Shart Notes (Any 2 out of 4):

a)
b)
c)
d)

Types of Services.
The'Service Delivery Process.
Measuring Service Quality.
Customer Loyalty.
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