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M. B. A. 1V Semester Examination, 2019
MARKETING OF SERVICES

Time: Three Hours
Maximum Marks: 80

PART - A (5vs — 3j) [Marks: 20]
Answer all questions (50 words each).

All questions carry equal marks.

! 797 a1 &/ FAE FI7 BT GY 50 <] H w7 &/
T 7o B HF G 8
PART - B (&vs — §) [Marks: 40]
Answer five questions (250 words each).
Selecting one from each unit. All questions carry equal marks.
URF §HIE W YH—YF J97 g7d §Y G Gid J97 BIfory |
geder §e P GOV 250 IIG] W 3w T &/
7 7o & Sid G &/
PART - C (gvs — &) [Marks: 20]

Answer any two questions (500 words each).

All questions carry equal marks.

P & goT P Gdd gIT BT SV 500 T & e T &1/
v geI P b THT 8/
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PART - A / Gvs — 3

Q.1 Answer all questions-

AT Ul & IR QIfor—

(a) State the differences between goods and services.
et @i i B 4 SR T |

(b) What is health care service?
R HaT FT 7?

(c) How will you fulfill customer expectations?
3T UTEDI BT AU BT DA YRT BNI?

(d) What is services market segmentation?
JIT IR TS = 2°

(e) What are the service recovery strategies?
Q¥ g <oRhfe @ #7

(f)  What is the focal point of quality of a service?
forefl a1 &1 [oTaT @ Bg fag T B?

(g) Outline relationship Marketing.
ey fauo & wuvT |

(h) Name three fastest growing services in India.
YRA H O Fa ol F gl Aamall &I 71 9d1sy |

(i) What are public utility services?
ATeST=eh SUATHICT HaTg aT 87

(G) What is internal marketing?

3dRe® fauorE w22
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Q.2

Q.3

Q4

Q.5

Q.6

Q.7

Q.8

PART-B / s — §

UNIT -1/ &1 -1

“The need and variety of services would depend on economic and social factors”.

[lustrate this view point with examples.

"IN B AaTIHhar IR fafderar anfeie ik ImIfTe dReI IR iR HEf” | Serevor &
A1 39 g9 fdg &1 fFer e |

OR / 3dar
What do you mean by marketing of services? What are the reasons for the growth in the

service market?

Jar3ll & AU | 3TUDT FAT AU 87 AT IR H i D PR 9T 8°
UNIT - 11/ s&15 — 11

Write a note on Service Product Development.

JdT I fap™T R T Aie forgd |
OR / 3ydr

Describe the factors influencing buyer characteristics.

WeeR fagrvaril &l gafdd o)+ dlel BRBI BT qui- B |
UNIT -III/ s&18 — 111

How will you segment service markets? Describe in detail.

I WAT dTOTRT Bl Y WTHE H? IR I 9187 |
OR / 3ydr

Explain the service design model adopted in any service industry of your choice.

U TE & fhAl Y AT ST H (UATY U JaT fSogd Afed Bl WK N |
UNIT -1V / §318 -1V

What do you mean by service recovery? Discuss various service recovery strategies.

AT IGAT W TUDRT 1 AU 57 fAfrs ar gl ol o =@l o |
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OR / 3AYar
Q.9 What is the role of CRM in delivering customer relationship strategy? Explain with

suitable examples.

e Hae RO U dR- H CRM &1 a1 YT 8?7 Iugad Sarexvll & A1 FHsigy |
UNIT -V/ g&15 -V

Q.10 Develop a marketing mix and marketing strategy for a financial service company.

U fa=i Fa1 Hu & forw ve fauors fsor iR fauorq voMifa fasfid &xar|
OR / 3ydr

Q.11 Explain the significance of segmentation in the banking services.

dfpTr Jareii # fauTo & Hed Bl AHISV |

PART-C / HGvs — 9|
Q.12 Explain the various marketing challenges in service marketing.
a1 faqor # fafee fauom geifoal & IR # qand |

Q.13 What is meant by service encounter? What factors influence the service encounter?

Explain in detail.

HAT goue W RIT AU 8?7 T HREb Hal ous &l GaIfdd BRd o° IR A ARl
P |

Q.14 Write a brief note on Advertising and Branding with reference to service marketing.
JaT fauoE & Wew H fAgmo SR FifeT R vep wfera Are ford |
Q.15 Explain the scope and functions of service marketing strategy for Stock Market.

Tl Aldbe & foTv Ja1 fauor oMIfd & TRR 3R draf & aRar o |

Q.16 Develop a flow chart to depict the delivery of the following services:

(a) Hotel catering
(b) Banking
= Jarll & AR &I 99 & oIy Ua well @me famfid -

(a) BIcd BT YU

(b) df
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