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The figures in the margin indicate full marks
Jfor the questions. i

1. Answer the following as directed : 1x8=8
o7 fraeares Mot s e o -

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

mw@ﬁmﬁzﬁ#@ﬁ‘ﬁr—ﬁn‘aw
el =1 3w 2

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

‘CTIR T3 YRECHT (e TER FIARE ?



(2)

fc) Who developed the most popular
strategic model for service marketing

called ‘service triangle’?
‘ouR fags RO SIS CRM. TSRS
R HETE a—»{f‘ﬁa e I3 @I TR

FfRE ?

(d) The word ‘servuction’ combines ‘service’
and -
‘Servuction’ *@l ‘service’ S I
A=A | i

(i) function
(ii) production
(iii) introduction
(iv) distribution
( Choose the correct answer )

( w7 el MR TSR )

(e) Write the full form of the term LIPS.
LIPS 7= Fiefcht for |

() The services and their providers are the

same.
( Write True or False )

G I TR A TG SR |
(W= ¢ SRem forn )
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(3)

(g Name an industry that adopts ‘two-part
pricing’ strategy.

“B-eTS o0 (TP Lo 91 9O SR
a1 fer=m 1

(h) In hotel services, the core product is
(6E GR35 T 0202
(i) security
frarerer
(ij) room
a1
(iii) food
I
(iv) restaurant

EID

( Choose the correct answer )

(&= Te0o AR Tfere )

2. Answer the following questions very briefly
(any siv : Ix6=12
e fill PR S vE e fe (R o
=361 ¢

(a) State two reasons for the growth of the
service sector in India.

SREHS CRNGT [RPPR 01 F1R9 Srare 341 |
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(b)

(c)

(d)

(e)

(g)

(9

]

( 4)

Write two distinctions between product
marketing and service marketing.

AT ISR AF CEA TREFIR oS 751
o125 fo7aT |

What is internal marketing?

SreTEAN ARRPIT A 2

What is basic service paf:kage (BSP)?
I GAR s A (&2

What is franchising?

iR 2

What is cost-base pricing?

9-fefes 27 W 2

State two strategies for enhancing
customer participation.

ARFT SR Jw FEACE o1 FE SCEd
Al |

What is service delivery system?

O 2R oS 2

Mention two sales promotion tools
employed by service organization.

CHIF®  MOBNERT  ega w1 gy R
Tagq wifzen Seay |

Who is an agent?

GTHCH @ ?
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3. Write short answers. to the following
questions (any four) : . 5x4=20

ﬁm@ﬁwwwﬁmﬁmmﬁﬁ);

(a) Discuss the various components of a
service.

qﬁamﬁﬁwthW|

(b) Explain in brief the eight petals in the
flower of service.

CTRA Fod Seait) #MifR 10 0 |

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

UIRITR VY SR W ‘oroie IR
SIRRIRICTIS T

(d) What is tourism service and who are its
users?

Wﬁmﬁswmww%ﬁwczm?

fe) What 1is pre-purchase and post-
purchase behaviour  of  service
customers?

FFR oed e [FEN Fie areeq Swa T
£

( Turn Over)



(7))

( 6)
() What are the major benefits of electronic () What‘ are the objectives of .pf'icing?
channels for service companies? Explain the approach of pricing of
services. 4+6=10
CRT 387 @A 6 {e LA 427 o
SRR R o 2 T ffRe F99 Soeee B R oRR =
, iR I9 AR[STIR A 41 |
(9) What is service evaluation? : (d) What is employee’s participation in
REIEREIEE 2 services? Explain the factors that
influence the participation of employees
(h) Explain the factors leading to the in service encounter.
growth of health care industry in India. CRS TR Sz I (7 GRA m
SRS FEN CERAE (T SraeR [T 28 FARPFAT  FALERTS TSR (R
Sf2eM sl ST =T 41 | ' TR AT L |
: (¢) Explain the characteristics of marketing
4. Answer any two of the following questions : of financial services. Who are the users
10x2=20 of banking services? 6+4=10
fraffie R @ 9o eae e fi : R CRR TeRFIR @REPTR TR 9
(a) Describe the characteristics of services. AT CAR I[ITRPF 1 2
What are the challenges of intangibility :
for marketing of services? 6+4=10
* % *

CRR PR 941 9911 CRAR IS
PR Ao R 2

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

Wy T ORR Rerre efde FwEe SEmb
Sl
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