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

1. Answer the following as directed : 1x8=8
oS frRIeaed et Spifd Tew fan

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

SRS HAMST (D 463 s ¢4 qo’
el &1l TR 2

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

‘CHR W’#*ﬂﬁ'ﬁl@r @I TerRE Fafee 2
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(2) ' (3)

(c) Who developed the most popular (9) Name an industry that adopts ‘two-part
strategic model for service marketing pricing’ strategy.
calledissyiceftianglels “B-49TE T P T 1 BT T

- ‘CRR fapw’ R TS GRA IWREAE 1 ferdr |
OLF WA A i
Erlﬁfi“—tj RS @ Tere (h) In hotel services, the core product is
(2B R T30 T (2=

(d) The word ‘servuction’ combines ‘service’ (i) security
e A frrora
‘Servuction’ *WBl ‘service’ I : Rl ‘; /\g_i 0110{\‘5(\; (ii) room
oA o) e

i) function [ Y \ %
i) production Ve 21 e
(iii) introduction e 3y e
Al iy ] Wi, [ </  (iv) restaurant
fiv) distribution e 4«\0/ T
( Choose the correct answer ) ( Choose the correct answer )
(o= Tehl MR Sereay ) (o eI MR Sferear )

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

LIPSY ‘I""[‘f‘ﬁ"lt‘@l forar 2. Answer the following questions very briefly
(any six) : 2x6=12
() The services and their providers are the e fr errERE wfe vE TeR fowl (R e
same. 1) ¢
( Write True or False ) (a) State two reasons for the growth of the
ORI S R 2 FesTores wfios | service sector in India.
| (% 1 wrom e ) SHETHS RIS R 761 TR Seas 47 |
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(b)

(c)

(@)

(e)

(9)

()

(i

0

(4)

Write two distinctions between product
marketing and service marketing.

M9 IEGEFIT CAN IGEIEHE e
f12(7 ey | i

What is internal marketing?
SIS IS Te, s 9

What is basic service package (BSP)?
IR CRR s a1 R o

What is franchising?

IR 5 9

What is cost-bage Pricing?

- o7 S s o

State two strategies for enhancing
customer participatiop

ARFT ST 3 e e Tead
1 e

What is service delivery system?

ORI &1 o7afs £

S promotj -
employed by Service organizat;?olzq A

CRYETE 1957174
S e ey TR

Who is an 'agent?
AT (P 2 :
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3. Write short answers to the following

questions (any foun :

(@)

Discuss the various components of a
service.

afq GTa RfSa TP S 4 |

Explain in brief the eight petals in the
flower of service.

CRIT T=1 Sl #1701 3941 |

Discuss the concept of ‘front office’ and
‘back office’ in the service system with
examples.

THEAPTE. TR FREE W PR SEeR’
IR Y51 T 4 |

(d) What.is tourism service and who are its
users? )
R TR S TN R G 2

fe) What is pre-purchase and post-
purchase behaviour of service
customers?
RER o e [ e et smae T
f 2
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(6) (7))
(f/ What are the major benefits of electronic (¢ What are the objectives of .pricing?
channels for service companies? Explain the approach of pricing of
i 4+6=10
CHRT 9% RTIANR[E I QST A1dig services.
SRaPz R 2 i 7y P F9R SrrerR & 77 o 3
AR FIA TAOTIR SHCeAD F4 |
g}, “WHAEAS\SCRpeeRar s gtion; : (d) What is employee’s participation in
SR 72 services? Explain the factors that
influence the participation of employees
(h) Explain the factors leading to the -~ Kiir:-w in service encounter.
AN WU NS
growth of health care industry in India. /S RO TN oRe SRR SeteR W 2 ORI
SRS FHN SGRYA R ST s wo 7\ 2%e FHRPEN R S AR (el
SRR @ISR SATPTR =0T 471 | 7 | S et SR A

.\U,_ \ %3 ’. R s
v

2 2. P {élf Explain the characteristics of marketing

4. Answer any two of the following questions - \ .\i\ | Ll 5/ of financial services. Who are the users
10x2=20~. ugd’, - of banking services? Al L
fraferf® f e 4ot 2R T foan - i A8y CRE TERFAT @RISR T 0
(a) Describe the characteristics of services. 5 S
What are the challenges of intangibility
for marketing of services? 6+4=10 * Kk k
CRR TTHPHR I F1 CRA GRS
SPIOR SORIPEE 9

(b) Discuss the various steps involved in
developing a new service.

Ry g CRR Rere wfvs _
L © TR AT
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