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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.
	What is mean by Intangibility? Explain. 
	[3M]

	2.
	Differentiate provider gap and closing gap. 
	[3M]

	3.
	What is mean by service innovation? 
	[3M]

	4.
	Explain service product levels.
	[3M]

	5.
	Explain on e-channels.
	[3M]

	6.
	Define relevance of services marketing.
	[2M]

	7.
	What is SERVQUAL scale?
	[2M]

	8.
	What do you mean by design challenges?
	[2M]

	9.
	Define Promotions of service. 
	[2M]

	10.
	Define branding.
	[2M]











Part – B


   
 Max.Marks:50
ANSWER ANY FIVE QUESTIONS. EACH QUESTION CARRIES 10 MARKS.
	11.
	a)
	Explain the differences between Physical production  and Services.
	[5M]

	
	b)
	What is the role of services in the present Indian economy?
	[5M]

	
	
	
	

	12.
	a)
	Discuss regarding "understanding" customer needs and expectations.
	[5M]

	
	b)
	Explain Determinants of service quality.
	[5M]

	
	
	
	

	13.
	a)
	What are the different stages in service innovation and development? Explain.
	[5M]

	
	b)
	Describe the process of new service development.
	[5M]

	
	
	
	

	14.
	a)
	Explain the concept of service life cycle.
	[5M]

	
	b)
	What are the different approaches pricing services?
	[5M]

	
	
	
	

	15.
	a)
	Define marketing communication and explain it’s objectives.
	[5M]

	
	b)
	What are the communication issues for service marketers?
	[5M]

	
	
	
	

	16.
	a)
	Write short notes on banking services.
	[5M]

	
	b)
	Explain services marketing related to tourism and hotel services at Indian.
	[5M]

	
	
	
	

	17.
	a)
	Explain the importance of physical evidence.
	[5M]

	
	b)
	How to manage customer service expectations?
	[5M]
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