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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.
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Section-A / Gvls—d

(Long Answer Type Questions) / (€T SR 7%)

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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Discuss the different aspects that make service
marketing a challenging task.

a1 fauvH @ =T smal @ =l P o1 g
AU g € |

Explain the different elements of service marketing
mix.

qaell @ fauoe i & O acl @ aren
BT |

Critically examine the importance and challenges of
online service marketing.

Afelie W1 fAuoe 1 wew ud gHIfadl @l
AT D fademT BT |

(a) Discuss the GAP model of service quality.

AT U & RIS Hisel B [adadT BT |

(b) Differentiate between technical quality and

functional quality.

qdiie! U AT fhaTcad U H 3R
W I |
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Section-B / Yrs—Yg
(Short Answer Type Questions) / (75 ITRIT U%)

Note : Section ‘B’ contains eight (08) short answer type
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questions of five (05) marks each. Learners are
required to answer six (06) questions only.

gre ‘@ # 36 (08) g I T A M E
TAG Y B fog U@ (05) e FEiRd F
e @ 579 W dad B (06) Yl B SR <A
gl

Write a note on the role of services in Indian Economy.
R fegaRer H ARl @ fHer W TE o
ferRam |

Explain the intangibility aspects of services.

Rl B o e B T AR

Briefly explain the different aspects of service pricing.
Jaal B qen PuRke & RS e @
DI |

Why is the role of service staff important for success of
service firm ?

ol a1 FII B B AHoIar § Al HAR B
YT I Hgeaqul § 7

What are the different challenges associated with
delivery of services ?

WAl Y& B 4 e A= ARl 7 § ?
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6. Write a note on importance of franchising ?

faery fasma AR & we@ R e fewrh S |

7. Distinguish between services marketing and product
marketing.

Ja & fauuE dem Sre fuvH & 9 ok W
I |

8. How does physical evidence affect customer
experience ?

i |ed Ui B ST DI DY HITdd o & 7
Section—-C / GUs—T[

(Objective Type Questions) / (A& Te)
Note : Section ‘C’ contains ten (10) objective type

questions of one (01) mark each. All the questions
of this section are compulsory.

Al @us T H g9 (10) IS U A W g | I_®
T B forw Ue (01) 3 FEiRd B 1 39 wWve @

o g e €|
Write True or False against the following.
FRIT & MY T YT 3 fotRay |
1. Services are heterogeneous in nature.
Rt fond Ry @ Bl ¥
2. ‘People’ is a part of expanded marketing mix.
AN foega fauer s &1 AT g |
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Reliability is an important determinant of perception of
service quality.

fagaeiadr Har Turat Haedl b1 Hgdqul MeRe
g ?

‘Servicescape’s is a physical surrounding or the
physical facility where the service in produced,
delivered and consumed.

[iday 98 Wifdd gRIw srEr Hifde guHar @
T8l HaTt Saafed, fadRd vd U @) S § |

As newer product technologies are launched, the
demand for services will go on reducing.

W9 AU Sare Wenfifeal B wefid fear S €
arelt & forv |5 § FH e B

‘Volume discount’ are sometimes used to strengthen
the loyalty of large corporate customers that might
otherwise spread their purchase among several
suppliers.

WA S - I8 WGl @ IS @l e
T $ B folg W @ A 2 W B aren
TN WIS I fafr smyfcfadtett # dfc Fad |

The extent and level of supplementary services often

play a role in differentiating and positioning core
product.

YRS Harl Bl WA U4 WR ARBIET: JI IeUTS
& faies 9 v # 4T 31eT Rl ¢ |
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8. Bundling a service into package effectively obsure the
discount price.
a3l B YA W YHIEHR Tod Hed BE Bl AL
AT ¢ |

9. It is different to synchronise supply and demand in
Services.
Jaatt @ /T T MY B FHBHG BRAT BfoT & |

10. Zones of tolerance vary with service dimensions.
GRS $T &3 Qasll & FNER-UHR & A Jecidl
gl
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