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The figures in the margin indicate full marks
for the questions.

1. Answer the following as directed : 1x8=8
wore fraaa ot sep e

(a) In India, which sector of the economy is
known as the ‘Sunrise Sector’?

SRETS ST @Ol 19T T AT 3¢’
e o= T2

(b) Who developed the concept flower of
service’?

‘CRIE T4’ 4RI @Ie Sere Fffee 7
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(2 )

(c) Who developed the most popular
strategic model for service marketing

called ‘service triangle’?

RO s R ——
OIS Sl Fa ElIEu] &I ToEe
fafee 2

(d) The word ‘servuction’ comh;
n Comblnes 3 5 .
and 7 service

‘Servuction’ =5 ‘service’
FETEA | i

(i) function

S

_ (ii)r produc:‘.ion
(i) introduction
(iv) distribution
-(.Choose the correct answer )

(@Eﬁmﬁmﬁ%ﬁ%)

(e). Write the full form of the term LIPS

LIPSY ﬁ“iﬁf FOICHT fgm |

(1  The services and their providers are the
same,
( Write True or False)
CTI Zma 2 TS ST |
i bl (o7 & o forey )
26A
26A/352A ( Continued )

..

(3)

(g) Name an industry that adopts ‘two-part
pricing’ strategy. i |
F-xeTe T0'T (T T o1 ST
=7 forn |

() In hotel services, the core product is

@(5E (TR T T (R
(1) security .
foreran
(ii) room
el
(iti) food
1)

(iv) restaurant

SAal

( Choose the correct answer )

( wm TeACH MR Bfered )

2. Answer the following questions very briefly
' 2x6=12

(any sig-:
oo i P S v Tes o (R e
) ¢

(a) State two reasons for the growth of the

service sector in India.
TRETET CRSY PR 1 1Y TEs 91|
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(b)

(&)

Write t?vo distinctions between product
marketing and service marketing.

AN I S G IFTHT
; H rere
1T foe | o

(¢ What is internal marketing?
SITSIERIT IGRTAG AT, s 2

(d) What is basic service package (BSP)?
M CRR s T f 2

fe) What is franchising?
cFoiRER 52

(), What is cost-base pricing?
9 -fofeF 71 ew s 0

(g) State two strategi

gles  fo i

customer participation, U e
M2 SR I SR
iy T FE S

(h) What is service delivery System?
CHRI A7 s &9

(i Mention two saleg Promotion tools
employed by service organization
CRET® FOUTART T+ 7Ry R
Taqe] wifRer Seay w9 |

(/) Who is an agent?
GUSCD I 2
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3. Write short answers to the following
questions (any four) : 5x4=20

RS 2pedEE 5e Ted i (R e wilEw)

(a) Discuss the various components of a
service.

Ry oA R SAmEPER SICEs- F9 |

(b) Explain in brief the eight petals in the
flower of service.

CRIF Fo14 o1 #(1f2 00 11

(c) Discuss the concept of front office’ and
back office’ in the service system with
examples.

THRAPIR. ST FRER SE Ve IRER'T
{I9ell 51 T S50 1

(d) What is tourism service and who are its

users?
spfBe G 6 W TR IRRAFAPS (1 ?

fe) What is pre-purchase and post-
purchase behaviour of service
customers?
RFER 7l o [Re free aRFd SvI9 Wi
(54
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(6)

What are the major benefits of electronic

(7)

What are the objectives of prcmg?

: . ()
channels for service companies? Explain the approach of pricing of
ORI 47 IR M Crgfem 2o g0 services. T
PR & &2 T R R SowreTR B 7 ORI
Brefiger T TSR WA FI
(g9 What is service evaluation? ' A Heipat .
‘ J) What is employee’s participation in
CRF o % 2 (d services? Explain the factors that
; influence the participation of employees
() Explain the factors leading to the in service encounter.
growth of health care industry in India. Sz Wi 7 R R
S FHREA K :
SRS FEN USRI &Rl SoeR Rers 2ére  FHRPPAT  SHEARTS  FOR  (CICETRT
R AR SR I 547 |
TAMIPTER TR0 T
; v
' . Explain the characteristics of marketing
4. Answer any two of the following questions : (€) of financial services. Who are the users
3 10x2=20 ki ices? 6+4=10
of banking servi
fafeiRe R e 1ot axa e fian REY CWN TEREIT WFEPER TR0
(a) Describe the characteristics of services. @ O FAZEFRA (T ?
What are the challenges of intangibility
for marketing of services? 6+4=10
CRR TTHPHR IM N1 CRR IeRa<9s s
PR FengPiE & 5 2
(b) Discuss the various steps involved in
developing a new service,
Iy TP ORI RIS WS worgg Sempe
41 |
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