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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)  Missing data can be assumed suitably.








Part - A 



Max.Marks:25
Answer all QUESTIONS.
	1.
	Explain the significance of the four I's of services.
	[3M]

	2.
	What is the difference between desired service and adequate service?  Explain.
	[3M]

	3.
	Discuss on "fail safe" procedures and their usage to reduce service failures.
	[3M]

	4.
	Differentiate between cost based, competition based and demand based pricing.
	[3M]

	5.
	What are the general strategies adopted to achieve integrated services marketing communication?
	[3M]

	6.
	Explain the changes that have taken place in the services of banking industry.
	[2M]

	7.
	How is technology changing the nature of service?
	[2M]

	8.
	Why competitors’ pricing cannot be taken into account in services marketing? Explain.
	[2M]

	9.
	What is the importance of “word of mouth” in the marketing of services? 
	[2M]

	10.
	Why waiting is inevitable in services marketing? Explain.
	[2M]










Part – B


   
 Max.Marks:50
ANSWER ANY FIVE QUESTIONS. EACH QUESTION CARRIES 10 MARKS.
	11.
	a)
	Describe the broad “processing” categories of services and provide examples for each one of them.

	[5M]

	
	b)
	What are the basic differences in marketing goods Vs services? Discuss the implications of these with reference to Tech Mahindra and Mahindra Tractors.
	[5M]

	
	
	
	

	12.
	a)
	For what types of products and services, on-line research is better than off-line? Explain.

	[5M]

	
	b)
	What is the role of CRM in delivering strategy in services marketing? Explain with two examples.
	[5M]

	
	
	
	

	13.
	a)
	Marketing Gurus feel that customers have to be considered as co-producers in services marketing. Why does the customer’s role as a co-producer need to be designed into services processes?

	[5M]

	
	b)
	Hard standards and soft standards are followed often in the services marketing. What is the difference between them and which one you feel suits the employees and owners and why?
	[5M]

	
	
	
	

	14.
	a)
	Reference prices do exist in services markets. For what services, reference prices exist and what makes these services different from others which do not have reference prices.

	[5M]

	
	b)
	Discuss the relation between non-monetary costs in a business model and consumers’ value perceptions?
	[5M]

	
	
	
	

	15.
	a)
	Assume yourselves as the manager of Flipkart and discuss the ideas for channel management.

	[5M]

	
	b)
	Discuss on managing demand and capacity in services market.
	[5M]

	
	
	
	

	16.
	a)
	How can you use services as an added advantage in Airline industry?

	[5M]

	
	b)
	“Selection of brand ambassador plays a major role in Tourism industry”. Do you agree? Discuss.
	[5M]

	
	
	
	

	17.
	a)
	Discuss on Service life cycle with an example from banking industry.

	[5M]

	
	b)
	What is SERVQUAL and why it is important?
	[5M]
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