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Note : This paper is of seventy (70) marks containing 

three (03) sections A, B and C. Learners are 

required to attempt the questions contained in these 

sections according to the detailed instructions given 

therein. 

uksV % ;g iz’u i= lŸkj ¼70½ vadksa dk gS tks rhu ¼03½ [k.Mksa 

^d*] ^[k* rFkk ^x* esa foHkkftr gSA f’k{kkfFkZ;ksa dks bu 

[k.Mksa esa fn, x, foLr`r funsZ’kksa ds vuqlkj gh iz’uksa ds 

mŸkj nsus gSaA 

Section–A / [k.M&d 

(Long Answer Type Questions) / ¼nh?kZ mŸkjh; iz’u½ 

Note : Section ‘A’ contains four (04) long answer type 

questions of fifteen (15) marks each. Learners are 

required to answer two (02) questions only. 
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uksV % [k.M ^d* esa pkj ¼04½ nh?kZ mŸkjh; iz’u fn;s x;s gSaA 

izR;sd iz’u ds fy, iUnzg ¼15½ vad fu/kkZfjr gSaA 

f’k{kkfFkZ;ksa dks buesa ls dsoy nks ¼02½ iz’uksa ds mŸkj nsus 

gSaA 

1. Discuss the different aspects that make service 

marketing a challenging task. 

lsok foi.ku ds fofHkUUk vk;keksa dh ppkZ dhft, tks bls 

pqukSrhiw.kZ cukrs gSaA 

2. Explain the different elements of service marketing 

mix. 

lsokvksa ds foi.ku lfEeJ.k ds fofHkUu rRoksa dh O;k[;k 

dhft,A 

3. Critically examine the importance and challenges of 

online service marketing. 

vkWuykbu lsok foi.ku dh egŸkk ,oa pqukSfr;ksa dh 

vkykspukRed foospuk dhft,A 

4. (a) Discuss the GAP model of service quality. 

lsok xq.koŸkk ds vUrjky ekWMy dh foospuk dhft,A 

(b) Differentiate between technical quality and 

functional quality. 

rduhdh xq.koŸkk rFkk fØ;kRed xq.koŸkk esa vUrj 

Li”V dhft,A 
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Section–B / [k.M&[k 

(Short Answer Type Questions) / ¼y?kq mŸkjh; iz’u½ 

Note : Section ‘B’ contains eight (08) short answer type 

questions of five (05) marks each. Learners are 

required to answer six (06) questions only.  

uksV % [k.M ^[k* esa vkB ¼08½ y?kq mŸkjh; iz’u fn;s x;s gaSA 

izR;sd iz’u ds fy, ik¡p ¼05½ vad fu/kkZfjr gSaA 

f’k{kkfFkZ;ksa dks buesa ls dsoy N% ¼06½ iz’uksa ds mŸkj nsus 

gSaA 

1. Write a note on the role of services in Indian Economy. 

Hkkjrh; vFkZO;oLFkk esa lsokvksa dh Hkwfedk ij ,d ys[k 

fyf[k,A 

2. Explain the intangibility aspects of services. 

lsokvksa ds vewrZ igyw dh ppkZ dhft,A 

3. Briefly explain the different aspects of service pricing. 

lsokvksa ds ewY; fu/kkZj.k ds fofHkUu vk;keksa dh O;k[;k 

dhft,A 

4. Why is the role of service staff important for success of 

service firm ? 

fdlh lsok O;olk; QeZ dh lQyrk esa lsok deZpkjh dh 

Hkwfedk D;ksa egRoiw.kZ gS \ 

5. What are the different challenges associated with 

delivery of services ? 

lsok iznku djus ls tqM+h fofHkUu pqukSfr;k¡ D;k gSa \ 
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6. Write a note on importance of franchising ? 

fo’ks”k foØ; vf/kdkj ds egRo ij ,d fVIi.kh dhft,A 

7. Distinguish between services marketing and product 

marketing. 

lsokvksa ds foi.ku rFkk mRikn foi.ku ds chp vUrj Li”V 

dhft,A 

8. How does physical evidence affect customer 

experience ? 

HkkSfrd lk{; xzkgdksa ds vuqHko dks dSls izHkkfor djrs gSa \ 

Section–C / [k.M&x 

(Objective Type Questions) / ¼oLrqfu”B iz’u½ 

Note : Section ‘C’ contains ten (10) objective type 

questions of one (01) mark each. All the questions 

of this section are compulsory. 

uksV % [k.M ^x* esa nl ¼10½ oLrqfu”B iz’u fn;s x;s gSaA izR;sd 

iz’u ds fy,  ,d ¼01½ vad fu/kkZfjr gSA bl [k.M ds 

lHkh iz’u vfuok;Z gSaA 

Write  True or False against the following. 

fuEufyf[kr ds lkeus lR; vFkok vlR; fyf[k,A 

1. Services are heterogeneous in nature. 

lsok,¡ fotkrh; izd`fr dh gksrh gSaA 

2. ‘People’ is a part of expanded marketing mix. 

^yksx* foLr`r foi.ku feJ dk Hkkx gSA 
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3. Reliability is an important determinant of perception of 

service quality. 

fo’oluh;rk lsok xq.koŸkk laosnuk dk egRoiw.kZ fu/kkZjd  

gS \ 

4. ‘Servicescape’s is a physical surrounding or the 

physical facility where the service in produced, 

delivered and consumed. 

^lfoZlLdsi* og HkkSfrd ifjos’k vFkok HkkSfrd lqxerk gS 

tgk¡ lsok,¡ mRikfnr] forfjr ,oa miHkksx dh tkrh gSaA 

5. As newer product technologies are launched, the 

demand for services will go on reducing. 

tc u, mRikn izkS|ksfxfd;ksa dks iz{ksfir fd;k tkrk gS rks 

lsokvksa ds fy, ek¡x esa deh vkrh gSA 

6. ‘Volume discount’ are sometimes used to strengthen 

the loyalty of large corporate customers that might 

otherwise spread their purchase among several 

suppliers. 

^ek=k NwV* dHkh&dHkh cM+s laxBuksa ds xzkgd dh fu”Bk 

etcwr djus ds fy, iz;ksx dh tkrh gS tks fd vU;Fkk 

viuh [kjhn dks fofHkUu vkiwfrZdrkZvksa esa ck¡V ldrs gSaA 

7. The extent and level of supplementary services often 

play a role in differentiating and positioning core 

product. 

vuqiwjd lsokvksa dh lhek ,oa Lrj vf/kdka’kr% eq[; mRikn 

ds foHksnu o LFkkiu esa Hkwfedk vnk djrk gSA 
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8. Bundling a service into package effectively obsure the 

discount price. 

lsokvksa dk laiqfVrk ls izHkkodkjh xBu ewY; NwV dks vLIk”V 

djrk gSA 

9. It is different to synchronise supply and demand in 

services. 

lsokvksa dh ek¡x o vkiwfrZ dks leØfed djuk dfBu gSA 

10. Zones of tolerance vary with service dimensions. 

lfg”.kqrk dk {ks= lsokvksa ds vkdkj&izdkj ds lkFk cnyrk 

gSA 
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