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COMMERCE (MARKETING)
( Major )

Paper : BCM0600804
( Marketing of Services )

Full Marks : 60
Time : 2% hours

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

1. Answer the following as directed : 1x8=8
weT frmAT e SpiR Tes faa

(a) In Indig, which sector of the economy is
known as the ‘Sunrise Sector’?

SRS TG FH 4o TS e’
el &= I 2

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

‘ORI '3 R (e To1ae S 2
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(2)

Who developed the most popular
strategic model for service marketing
called ‘service triangle’?

‘CAR fapw N wEe CRR ISR
THRElE WA @&l W0 @ TerE
e ?

2

The word ‘servuction’ combines ‘service
and
‘Servuction’ *R0l ‘service’ ®F I
ALCATE |
(i) function
(i) production
(iii) introduction
(iv) distribution
( Choose the correct answer )

( g Teaeh AR e )

Write the full form of the term LIPS.
LIPS ol SeIcor fer |

The services and their providers are the

same.
( Write True or False )

CRT SITF XA 27 Ao Sies |
(= 1 =rgm foran )

( Continued )

(3)

(g) Name an industry that adopts ‘two-part

pricing’ strategy.
‘B-xeTe To'T (FPE SR 991 901 ST
9 o= o

(h) 1In hotel services, the core product is

(AEH CRR I3 T (-
(i) security
frarera
(i) room
S
(iii) food
M
(iv) restaurant

T

( Choose the correct answer )

( wm Teqco! MR Tfenear )

Answer the following questions very briefly
(any six) : 2x6=12
wore i P WS s Tes fw (R @
01) :

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

SRS CErRt RemE 751 99 Tead 4 |
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(b)

(c)

(d)

(e)

(g)

v

i)

0
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(4)

Write two distinctions between product
marketing and service marketing.

AP TR S G TGP AT 761
ofiefe 7741 |

What is internal marketing?
STSFEA1 TP JMe 1 2

What is basic service package (BSP)?
AN CRA CoIes e 2

What is franchising?
GToIRfeR 6 2

What is cost-base pricing?
IA-fofes I70 T 5 2

State two strategies for enhancing
customer participation.

=TT wERd e IRAE PHr @ TeEs
41

What is service delivery system?

G 27 &t 2

Mention two sales promotion tools
employed by service organization.
CRIAT MOMEAE e 41 7Ry R
Teqe[ SZeT Seay 40

Who is an agent?

GECH (P ?

{ Continued )

(S)

3. Write short answers to the following

questions (any four) : 5x4=20
e @R 50 Teq foran (R e i) -
(a) Discuss the various components of a

(b)

(c)

(d)

(e)

26A/352

service.

uﬂﬁﬁﬁaﬁﬁﬁvﬂﬁzvﬂmwwi

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

G F=11 SACa101 #[1f2, <911 541 |

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

STIPIR T4 IR’ wiF ‘opoiR IRER'
el 61 0T 35441 |

What is tourism service and who are its
users?

b G 6 I 2 TR (@ 2
What is pre-purchase and post-
purchase behaviour of service

customers?

REH ] o R@R Preo aesq wmae w1
52 '
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( 6) - (7))

{c) What are the objectives of pricing?
Explain the approach of pricing of
services. 4+6=10

7 T 99 SR @ 7 omE o

({1l What are the major benefits of electronic
channels for service companies?

CRIT 47 FHMICIRR AT CTPo AT 4

R
FR4PTR R T TSR S <547 |
(g What is service evaluation? | (d) What is employee’s participation in
TR o f 9 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. GRS FHRM S Wi 52 eRR Jeamf
SIS FEF SERYF EA Srer [T ETO  IORPTERN SIS ASE (AR
Sl AT SR 0T 4 | SRR DT 4 |
(e) Explain the characteristics of marketing
4. Answer any two of the following questions : of financial services. Who are the users
10%2=20 of banking services? 6+4=10
afefe & e 1o 2s Tes i 8N oER TERTIE C@FERTR I 90
(T CRR TSP FH 2

a) Describe the characteristics of services.
What are the challenges of intangibility

for marketing of services? 6+4=10

* % *
M TEPEE A0 9| CRR IERFITO
SPTeR 2OIRIPHE 9 2

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

@Ry Toq CHAR Rere ws FEER S
1 |
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