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Note : This paper is of sixty (60) marks divided into three (03)

sections A, B, and C. Attempt the questions contained
in these sections according to the detailed instructions
given therein.

uksV % ; g i z' u&i =k l kB (60) vadksa dk gS t ks rhu (03) [ kaMksa d ] [ k rFkk
x esa foHkkft r  gSA i zR; sd [ k. M esa fn,  x,  foLr r̀  funsZ' kksa ds
vuql kj  gh i z' uksa dks gy d j uk gSA

Section - A @ [ k. M&d
(Long Answer Type Questions)@( nh?kZ mÙkj ksa okys i z' u)

Note : Section 'A' contains four (04) long-answer-type questions
of fifteen (15) marks each. Learners are required to
answer any two (02) questions only. (2×15=30)

uksV % [ k. M d̂ * esa pkj  (04) nh?kZ mÙkj ksa okys i z' u fn; s x,  gSa] i zR; sd
i z' u ds fy,  i Uæg vad fu/ kZfj r  gSa A f' k{kkfFkZ; ksa dks buesa l s
dsoy nks i z' uksa ds mÙkj  nsus gSa A
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1. What are services? Explain the challenges involved in marketing
of services.
l sok, ¡ D; k gSa\  l sokvksa ds foi .ku l s t qM+h pqukSfr; ksa dks Li "V dhft , A

2. Discuss the gaps model of service quality.
l sok xq.koÙkk ds vUrjky ekWMy dh foospuk dhft , A

3. What is Relationship marketing? What are its benefits?
l aca/  foi .ku D; k gS\  bl ds D; k ykHk gSa\

4. Analyse the different elements of marketing-mix of services.
l sokvksa ds foi .ku l fEeJ.k ds fofHkUu rRoksa dk fo' ys"k.k dhft , A

Section - B @ [ k. M&[ k
(Short Answer Type Questions) ( y?kq mÙkj ksa okys i z' u)

Note : Section 'B' contains eight (08) short-answer-type
questions of five (05) marks each. Learners are required
to answer any four (04) questions only. (4×5=20)

uksV % [ k. M [̂ k* esa vkB (08) y?kq mÙkj ksa okys i z' u fn; s x,  gSa] i zR; sd
i z' u ds fy,  i k¡p (05) vad fu/ kZfj r  gaS A f' k{kkfFkZ; ksa dks buesa
l s dsoy pkj  (04) i z' uksa ds mÙkj  nsus gSa A

1. What are the determinants of service quality?
l sok xq.koÙkk ds fu/ kZjd rRo D; k gSa\

2. What is the role of Internal marketing in service sector?
l sok O; ol k;  esa vkUrfjd foi .ku dh D; k Hkwfedk gS\

3. Examine the role of advertising in marketing of services.
l sokvksa ds foi .ku esa foKku dh Hkwfedk dk i jh{k.k dhft , A

4. What trends do you visualise for services in the years to
come?
vkus okys o"kks± esa l sokvksa esa vki  fdu i zòfÙk; ksa dh v i s{kk j [ krs gSa\

5. How is consumer behaviour different for services as compared
to goods?
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l sokvksa ds fy,  mi HkksDrk O; ogkj] oLrqvksa dh rqyuk esa fdl
i zdkj fHkUu gSa\

6. Explain the major issues related to pricing of services.
l sokvksa ds ewY;  fu/ kZj.k l s l acaf/ r i zeq[ k fcanqvksa dks Li "V
dhft , A

7. How are customer's expectations formed?
xzkgd v i s{kk, ¡ fdl  i zdkj mRi Uu gksrh gSa\

8. What are the common problems of service delivery system?
l sok i znku djus ds ra=k dh l kekU;  l eL; k, ¡ D; k gSa\

Section - C @ [ k. M&x
(Objective Type Questions) @ ( oLrqfu"B i z' u)

Note : Section 'C' contains ten (10) objective-type questions of
one (01) mark each. All the questions of this section are
compulsory. (10×1=10)

uksV %[ k. M x̂* esa nl  (10) oLrqfu"B i z' u fn; s x,  gSa] i zR; sd i z' u
ds fy,  , d  (01) vad fu/ kZfj r  gSA bl  [ k. M ds l Hkh i z' u
v fuok; Z gSaA

Write True/False against the following:
fuEufyf[ kr  ds l keus l R; @v l R;  fy f[ k, A
1. Services are product. (True/False)

l sok, ¡ mRi kn gksrh gSaA ( l R; @vl R; )
2. Service sector and manufacturing sector are negatively linked

to each other. (True/False)
l sok {ks=k rFkk fofuekZ.k {ks=k , d&nwl js l s ½.kkRed : i  l s
l EcfU/ r gSaA ( l R; @vl R; )

3. It is easier to match the supply with demand in services.
(True/False)

l sokvksa esa i wfrZ dk ek¡x ds l kFk l keat L;  fcBuk l jy gSA
( l R; @vl R; )
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4. Services can be easily standardised. (True/False)
l sokvksa dks l jyrki woZd i zekf.kr fd; k t k l drk gSA

( l R; @vl R; )
5. 'People' in services include customers. (True/False)

l sokvksa esa ŷksx* (people)  esa xzkgd Hkh l fEefyr gSA
6. Technical quality is concerned with the outcome dimension of

service. (True/False)
rduhdh xq.koÙkk] l sok ds i fj .kke vk; ke l s l acaf/ r gksrh gSA

( l R; @vl R; )
7. Services can be customized. (True/False)

l sokvksa dk vuqdwyu gks l drk gSA ( l R; @vl R; )
8. Service employees are creators of brand of the service.

(True/False)
l sokvksa ds deZpkjh gh l sok ds czk.M dks cukrs gSaA

( l R; @vl R; )
9. Customer's reliability is the most important aspect of quality of

services. (True/False)
xzkgd dh fo' ol uh; rk (Reliability) l sok dh xq.koÙkk dk l okZfèkd
egRoi w.kZ i gyw gSA ( l R; @vl R; )

10. Sales promotion of services is not possible. (True/False)
l sokvksa dk foØ;  l ao¼Zu l aHko ugha gSA ( l R; @vl R; )


