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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.

ANSWER ANY 5 OUT OF 8 QUESTIONS. EACH QUESTION CARRIES 14 MARKS.

Bloom's Cognitive Levels of Learning (BCLL)

	Remember
	L1
	Apply
	L3
	Evaluate
	L5

	Understand
	L2
	Analyze
	L4
	Create
	L6


	
	 
	
	BCLL
	CO(s)
	Marks

	1.
	a)
	Write a detailed note on evolution and growth of service sector in India.
	L2
	CO1
	[7M]

	
	b)
	“The Internet has dramatically changed the way service marketers communicate with their customers” – Justify.
	L5
	CO1
	[7M]

	
	
	
	
	
	

	2.
	a)
	Distinguish between consumer expectation and consumer satisfaction with a service considered based on your choice.
	L4
	CO2
	[7M]

	
	b)
	Explain the factors influencing consumer expectations of service.
	L2
	CO2
	[7M]

	
	
	
	
	
	

	3.
	a)
	What are the characteristics of new service development? Writ a short note on types of new services.
	L2
	CO3
	[7M]

	
	b)
	Explain the stages in new service development.
	L5
	CO3
	[7M]

	
	
	
	
	
	

	4.
	a)
	Explain the strategies of branding service products.  
	L5
	CO4
	[7M]

	
	b)
	What is the significance of customers in service delivery? Explain.
	L2
	CO4
	[7M]

	
	
	
	
	
	

	5.
	a)
	Discuss the approaches for managing service promises with delivery. Explain with examples.
	L6
	CO5
	[7M]

	
	b)
	What are the key reasons for service communication challenges? Explain.
	L2
	CO5
	[7M]

	
	
	
	
	
	

	6.
	a)
	Explain the marketing practices of hospitality services in India.
	L5
	CO6
	[7M]

	
	b)
	How do you understand a tourism offer? Explain the marketing components of a tourism service.
	L5
	CO6
	[7M]

	
	
	
	
	
	

	7.
	a)
	Briefly explain the 4 I’s of services.
	L2
	CO1
	[5M]

	
	b)
	What are the determinants of service quality? How do they influence service business?
	L1
	CO2
	[5M]

	
	c)
	Explain the factors necessary for appropriate service standards.
	L2
	CO3
	[4M]

	
	
	
	
	
	

	8.
	a)
	Define branding. Write a note on role of branding in service sector business.
	L2
	CO4
	[5M]

	
	b)
	Write a short note on Physical evidence and Service Space
	L2
	CO5
	[5M]

	
	c)
	Write a short note on marketing of banking services.
	L2
	CO6
	[4M]
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