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     Max. Marks: 75
Note:    a)  No additional answer sheets will be provided.


 b)  All sub-parts of a question must be answered at one place only, otherwise it will not be valued.

 c)  Assume any missing data

Part – A 

Max. Marks: 25
Answer all the QUESTIONS
Define/Explain:

1. Characteristics of services.









(3M)

2. SERVQUAL.











(3M)

3. Service Blue printing.









(3M)

4. Service life cycle.










(3M)

5. Physical evidence. 










(3M)

6. Growth of Services in India.








(2m)

7. Relationship marketing.









(2m)

8. Service and e-channels.









(2m)

9. Role of employees in service delivery.







(2m)

10. Market penetration pricing.









(2m)

Part – B 

Max. Marks: 50

ANSWER ANY FIVE. ALL QUESTIONS CARRY EQUAL MARKS.
1.a) Explain the  concept and role of services in the modern economy.
   b) Briefly discuss the various elements of  service marketing mix .
2.a) What are the factors influencing customer expectations of service? Elaborate. 
   b) What is the need for Identification of gaps that can exist in the service development and delivery? 
Comment.

3.a) Describe different types of service innovations and challenges in service design. 

   b) Explain different stages of new service development process. 
4.a) Explain major service pricing strategies with suitable examples.
   b) What are the different levels of service product? Elaborate. 
5.a) Explain the role of physical evidence in services marketing?
   b) Discuss the importance and strategies to manage demand and capacity for the service products? 

6.a) Explain the significance of segmentation in hospital Industry. 
   b) What are the various considerations for pricing strategies in aviation industry. 

7.a)  What is integrated services marketing communication and explain the need for coordination of 
services marketing communication. 
   b) Describe the  various factors influencing the customer service standards. 
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