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SERVICES MARKETING
Paper—-MC—409
[Maximum Marks : 80

Note : Attempt five questions in all, Question No. 1 is

1.

compulsory. Attempt remaining four questions, out
of remaining seven questions carrying 14 marks each.
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Compulsory Question ( 3tfFard wo=)
Answer the following questions : 6x4=24
frafafed o & Sw €S

(a) What are the implications of Inseparability
characteristic of services?

Yareti w1 stfaasaar fagwar & fafeae w0 22
(b) What is Zone of Tolerance?

RSNl B 2
(c) What is Credence Quality?

fogergeaar uEE = ©?
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(d) State the non-monetary costs involved in services
marketing.

a1 fawom # wiffe R-Hifsw @ SR
(e) State the role of Publicity in service marketing.
Yo foquA ¥ yeR w1 qfHe Sasu

(f) State reasons for increasing popularity of Online
services.
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Explain the meaning and characteristics of services. What
are the marketing implications of the same? 14
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Explain various factors influencing Customer expectations
of services. State the utility of this knowledge of a service
marketer. 14
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Discuss the meaning and importance of Relationship
marketing. Also discuss the various Customer retention
strategies. Give examples also. 14
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5. Discuss the various challenges involved in Promotion
and Communication of services. Also suggest measures
to overcome the service intangibility challenge in
Communications. 14
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6. Critically examine the role of Customer contact personnel

in a service organization. Also suggest measures to manage
these Employees. 14
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7. Discuss the GAPS model of service quality. Also suggest
measures to overcome the various gaps. 14
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8. What are the benefits of Customer participation in creation
and delivery of services? Suggest measures for enhancing
Customer participation in various services. 14
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