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Note : This paper is of eighty (80) 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= vLlh ¼80½ 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 nineteen (19) 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, mUuhl ¼19½ vad fu/kkZfjr gSaA 

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

gSaA 

1. What is meant by Service Marketing ? How do we 

classify the services ? 

foi.ku lsok dk D;k vFkZ gksrk gS \ ge lsokvksa dks dSls 

oxhZd`r djrs gSa \ 

2. What is meant by market segmentation ? How do we 

segment for services ? What are various factors 

influencing it ?  

cktkj [k.Mhdj.k ls D;k vfHkizk; gS \ lsokvksa ds fy, ge 

foHkDr dSls djrs gSa \ bls izHkkfor djus okys fofHkUu dkjd 

D;k gSa \ 

3. Explain about service marketing strategies for tourism 

industry in Uttarakhand.  

mŸkjk[k.M esa i;ZVu m|ksx ds fy, lsok foi.ku j.kuhfr;ksa 

ds ckjs esa crkb,A  

4. What are the different elements of services marketing 

mix ? Discuss the steps involved in developing a new 

service concept and package.   

lsok foi.ku feJ.k ds fofHkUu rRo D;k gksrs gSa \ ,d ubZ 

lsok dh vo/kkj.kk vkSj iSdst fodflr djus esa lfEefyr 

pj.kksa ij ppkZ 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 eight (08) marks each. Learners are 

required to answer four (04) 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, vkB ¼08½ vad fu/kkZfjr gSaA 

f’k{kkfFkZ;ksa dks buesa ls dsoy pkj ¼04½ iz’uksa ds mŸkj nsus 

gSaA  

1. Explain about customer relation in service marketing.  

foi.ku lsok esa xzkgd lEcU/k ds ckjs esa crkb,A  

2. Differentiate between Services Marketing and Goods 

Marketing.  

lsok foi.ku rFkk eky foi.ku esa foHksn dhft,A  

3. Explain service product life cycle.  

lsok mRikn thou pØ dks le>kb,A  

4. What are the challenges of service targeting ?  

lsok y{; dh pqukSfr;k¡ D;k gSa \ 

5. What is meant by Service Strategies ? 

lsok j.kuhfr;ksa ls D;k vfHkizk; gS \ 

6. What are the promotional challenges faced by a 

marketer of service ?  

lsok ds foØsrk }kjk lkeuk dh tkus okyh izpkj lEcU/kh 

pqukSfr;k¡ D;k gSa \ 
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7. Discuss the service characteristics and their managerial 

implications.  

lsok fof’k”V y{k.kksa dh ppkZ dhft, vkSj mudk izcU/kdh; 

fufgrkFkZ crkb,A  

8. What is internal marketing ? Explain its relevance in 

service business.  

vkUrfjd foi.ku D;k gS \ lsok O;kikj esa bldh izklafxdrk 

dks le>kb,A  

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, % 

1. The service delivery is concerned with where, when 

and how to deliver service to customer. 

lsok forj.k dk lEcU/k xzkgdksa ds fy, dgk¡] dc vkSj dSls 

lsok,¡ forfjr fd, tkus ls gSA  

2. Nature of service quality in multidimensional.  

lsok xq.koŸkk dh izd`fr cgqvk;keh gksrh gSA  
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3. Successful brands in services are responsible to 

change.  

lsokvksa esa lQy czk.M ifjorZuksa ds fy, izfrfØ;k’khy gksrs 

gSaA  

4. In service development of new tangible products 

involves construction of product prototypes and testing 

for consumer acceptance.   

u, ewrZ@Li’;Z mRiknksa ds lsok fodkl esa miHkksDrk Lohd`fr 

ds fy, mRikn izfreku vkSj ijh{k.k l̀ftr gksrk gSA 

5. Service employees basically perform marketing 

function.  

lsok deZpkjh ewy :i ls foi.ku dk dk;Z djrs gSaA  

6. The customer has a direct impact on the type of service 

desired and the length of service.  

xzkgd dk okafNr lsok ds izdkj vkSj lsok dh vof/k ij 

izR;{k izHkko gksrk gSA  

7. Personal sources of information are family. 

tkudkjh dk O;fDrxr lzksr ifjokj gksrk gSA  

8. Selling goods and services through the Internet is a 

major growth trend.   

bUVjusV ds ek/;e ls eky vkSj lsok,¡ cspuk ,d izeq[k 

fodkl izo`fŸk gksrh gSA  
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9. Service industry is a zero growth industry.  

lsok m|ksx ‘kwU; fodkl m|ksx gksrk gSA  

10. A service firm can also expand its supply of a service 

through use of third parties.  

,d lsok QeZ rhljs i{kksa ds ek/;e ls lsokvksa dh vkiwfrZ dk 

foLrkj Hkh dj ldrh gSA  
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