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Note: No additional answer sheets will be provided.

Part – A (Objective Type)

Max. Marks: 10

Answer all the QUESTIONS
1. Define ‘Goods Services’ continuum.
2. Give an example for variability in services.

3. “A firm operates simultaneously in several market segments.” This is an example for _____________

4. Write down two reasons for failure of new services.

5. What is cost plus pricing?

6. Define ‘Word of Mouth’ publicity.

7. Give an example for Vision statement.
8. What is resource allocation?

9. Differentiate between need and expectation.
10. What are non monetary costs?

Part – B (Subjective Type)

Max. Marks: 50

Answer any Five. All questions carry equal marks.
1 a. Bring out the differences between services marketing and goods marketing.

   b. Discuss the reasons behind the growth of services in the modern economy.
2 a. What are the factors influencing customer expectations? Discuss.

   b. Discuss what determines Customer Satisfaction and how do customers perceive the           quality of a Service. 
3 a. Define segmentation and discuss the segmentation process with examples.


   b. Write about Customer Life Time Value?
4 a. Identify the factors affecting pricing in services.

   b. Illustrate with diagrams elastic and inelastic demand for services.
5 a. Define and briefly discuss about service promotion.

   b. Critically examine the need for promotion in services.
6 a. Illustrate the process of marketing planning.

   b. Write about the marketing audit.
7 a. Identify the challenges in services marketing and the corresponding strategic options available to overcome them.

   b. Distinguish transactional marketing from relationship marketing.
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