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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 FIVE 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)
	Discuss the evolution and growth of service sector in India.
	L2
	CO1
	[7M]

	
	b)
	Analyze classification and characteristics of service marketing. 
	L4
	CO1
	[7M]

	
	
	
	
	
	

	2.
	a)
	Explain consumer behavior and discuss the importance of consumer behavior in service marketing.
	L2
	CO2
	[7M]

	
	b)
	Design SERVQUAL model for restaurants.
	L6
	CO2
	[7M]

	
	
	
	
	
	

	3.
	a)
	Describe the stages in service innovation and development.
	L1
	CO3
	[7M]

	
	b)
	Explain new service development process.
	L2
	CO3
	[7M]

	
	
	
	
	
	

	4.
	a)
	Prepare a service life cycle for insurance Industry.
	L3
	CO4
	[7M]

	
	b)
	Demonstrate customer defined service standard.
	L3
	CO4
	[7M]

	
	
	
	
	
	

	5.
	a)
	How the corporate does are designing service delivery system? Explain with suitable case.
	L2
	CO5
	[7M]

	
	b)
	Determine effective Service Delivery strategy.
	L5
	CO5
	[7M]

	
	
	
	
	
	

	6.
	a)
	Discuss the importance of service marketing in banking sector.
	L2
	CO6
	[7M]

	
	b)
	Compare transportation and tourism in service marketing.
	L5
	CO6
	[7M]

	
	
	
	
	
	

	7.
	a)
	Give example for intangibility, inconsistency and inseparability.
	L2
	CO1
	[5M]

	
	b)
	Analyze Determinants of service quality.
	L4
	CO2
	[5M]

	
	c)
	Explain service blue print.
	L2
	CO3
	[4M]

	
	
	
	
	
	

	8.
	a)
	Classify pricing strategy.
	L3
	CO4
	[5M]

	
	b)
	Categorize the role of customer in service marketing.
	L6
	CO5
	[5M]

	
	c)
	Differentiate global and Indian service marketing system in hospital industry.
	L4
	CO6
	[4M]
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