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Each Section is compulsory. The marks distribution is same as shown in the question paper. The blind
students will be given 60 minutes extra time. , :

‘University has all rights to change the distribution of marks.
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: Sectlon A (Objectlve Type Questions)
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All questions are compulsory.
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Which of the following is a pharacterisfic of services ?
(@)  Variability . ; : v -(b)  Perishability
(©) lntanglblllty gyl (d)  All of these
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. Services can be classified based on : : :
(a) Ownershlp i3 ; . (b)  Tangibility
(c) - Production and consumptlon . (d) All of these -
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| What is the most common method used to measure Customer satisfaction ?
(a)  Focus Groups ‘ (b)  Surveys :
(c)  Customer interviews . (d)  Social Media Monitoring
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~What is the primary objective of educational servnces /4

. (a) To provide entertainment. :
(b)  To create social networks for students.
(¢)  To facilitate learning and skill development.
(d  To increase institutional profits.
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Section B (Short Answer Type Questions)
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All questions are compulsory.
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What do you understand by Service Marketing ?. Explain its main characteristics.
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Explain the growth of Service Marketing in Indian and Global Scenarios.

2. Qa1 fagoE fasor w0 ? 2 s@mEn #ifw
What is the Service Marketing Mix ? Explain.
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Explain the challenges in distribution of services.
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" Write short notes on the following :
(a)  Personal Selling
(b) Service Design.
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Briefly discuss advertising and sales promotion in Services Industry.
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; Explam -
e-Learning Services and Hospitality Service in detail

RAAT (Or
Pt ¢ v o e ©n) i
(31) wRdtan,
() IPRE wvs W@
(R) R F
(2) HAfswa afemm Jan |
Write short notes on the following :
(a BPO :
(b)  Mutual Fund Services
(c) Portfolio Services
(d) Medical Transcription Servxces
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Attempt any Two questions.
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Explain the strategies of forgeting a few segments positioning a service in the market place.

2. ﬁmﬁwﬁmv@fkaﬂt@mmaﬁmmn

Explain the customer satisfaction and service quality in Service Marketmg
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Explain the concept of marketing of e-Services with examples.
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Write an essay on Services in Organised Retailing.
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