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SERVICES MARKETING

Paper–MC–409

Time Allowed : 3 Hours] [Maximum Marks : 80

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

compulsory. Attempt remaining four questions, out

of remaining seven questions carrying 14 marks each.

dqy ik¡p iz'uksa ds mÙkj nhft,A iz'u la[;k 1 vfuok;Z
gSA 'ks"k lkr iz'uksa esa ls pkj iz'uksa dk iz;kl dhft,A
izR;sd ds 14 vad gSA

Compulsory Question (vfuok;Z iz'u)

1. Answer the following questions : 6×4=24

fuEufyf[kr ç'uksa ds mÙkj nhft,%

(a) What are the implications of Inseparability

characteristic of services?

lsokvksa dh vfoHkkT;rk fo'ks"krk ds fufgrkFkZ D;k gSa\

(b) What is Zone of Tolerance?

lgu'khyrk dk {ks=k D;k gS\

(c) What is Credence Quality?

fo'oluh;rk xq.koÙkk D;k gS\

5595/K/500/1,500/T 25595/K/500/1,500/T P. T. O.

(d) State the non-monetary costs involved in services

marketing.

lsok foi.ku esa 'kkfey xSj&ekSfæd ykxr crkb,A

(e) State the role of Publicity in service marketing.

lsok foi.ku esa çpkj dh Hkwfedk crkb,A

(f) State reasons for increasing popularity of Online

services.

vkWuykbu lsokvksa dh c<+rh yksdfç;rk ds dkj.k crkb,A

2. Explain the meaning and characteristics of services. What

are the marketing implications of the same? 14

lsokvksa dk vFkZ ,oa fo'ks"krk,¡ le>kb;sA blds foi.ku fufgrkFkZ
D;k gSa\

3. Explain various factors influencing Customer expectations

of services. State the utility of this knowledge of a service

marketer. 14

lsokvksa ds çfr xzkgdksa dh vis{kkvksa dks çHkkfor djus okys
fofHkUu dkjdksa dh O;k[;k dhft,A ,d lsok foi.kd ds bl
Kku dh mi;ksfxrk crkb,A

4. Discuss the meaning and importance of Relationship

marketing. Also discuss the various Customer retention

strategies. Give examples also. 14

laca/ foi.ku ds vFkZ vkSj egRo ij ppkZ dhft,A fofHkUu xzkgd
vo/kj.k j.kuhfr;ksa ij Hkh ppkZ dhft,A mnkgj.k Hkh nhft,A
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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

lsokvksa ds çpkj vkSj lapkj esa 'kkfey fofHkUu pqukSfr;ksa ij ppkZ
dhft,A lapkj esa lsok vewrZrk pqukSfr;ksa ij dkcw ikus ds mik;
Hkh lq>kb,A

6. Critically examine the role of Customer contact personnel

in a service organization. Also suggest measures to manage

these Employees. 14

fdlh lsok laxBu esa xzkgd laidZ dfeZ;ksa dh Hkwfedk dk
vkykspukRed ijh{k.k dhft,A bu deZpkfj;ksa dks çcaf/r djus
ds mik; Hkh lq>kb,A

7. Discuss the GAPS model of service quality. Also suggest

measures to overcome the various gaps. 14

lsok xq.koÙkk ds xSi ekWMy ij ppkZ dhft,A fofHkUu xSi dks
nwj djus ds mik; Hkh lq>kb,A

8. What are the benefits of Customer participation in creation

and delivery of services? Suggest measures for enhancing

Customer participation in various services. 14

lsokvksa ds fuekZ.k vkSj forj.k esa xzkgd dh Hkkxhnkjh ds D;k
ykHk gSa\ fofHkUu lsokvksa esa xzkgd Hkkxhnkjh c<+kus ds mik;
lq>kb,A


