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Candidates are required to give their answers in their
own words as far as practicable

lllustrate the answers wherever necessary

Write the answers to questions of each Half
in separate books
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FIRST HALF
[ Marks : 50 I
| I Answer any four of the followmg , 5% 4

(a) Discuss with suitable example various character-
~ istics of service.

(b) Briefly explam with examples different types of -
service encounters.

(c) Describe challenges that are inherent in service
de51gn

(d) State the 1mp0rtant role of mternet in service
marketing.

(¢) Whatis psychologlcal prlcmg ?How isitusedin
services ? ’

(/) Write a short note on ‘Zone of Tolerance’.

2. Answer an); two of the followihg : ‘ 10 x 2

(a) What is service product? How would you
develop a new service product by considering
present market situation? . 3+7
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~ (b) What are the different pricing strategies ? How
‘demand variations affect pricing of servi'ces ? 10

(c) Schematlcally explain ‘Gap model of service
quality’. o 10

{ Imeinal Assessment . 10 Marks }

SECOND HALF
{ Marks : 50}
3. Answer ényfour of the following : S5x4

(@) Discuss the important role of people in servwe
delivary. :

(b) Schematically explain the service recovery process
of an organisation.

(¢) How does reldtlonshlp marketing dlffer from
tradmonal marketing ?

(@) Customer retention is more important in service
marketing. — Justify.

(¢) What is service recovery ?
(/) How is recruitment of service employees different

from that of other industry ?
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4. . Answer any two of the following : 10 x2

(@) What do you mean by physical evidence ?
* Discuss with example role of physical evidence in -
service marketing. , 2+8

(b) What is service blueprint? Explain briefly
process of building a service blueprint. 3+7

(¢) What is customer relationship management ?
As a Bank Manager how would you develop a
successful approach to CRM ? 3+7

[ Internal Assessment : 10 Marks 1
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