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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.

A :  IE WIH-US WIS (60) ekl T & S i (03) Wl &, @ T
T H fawfa 31y @ue o fou u faega e &
AR & U9l N TA HE £

Section - A / @US-h
(Long Answer Type Questions)/( Srdf 3T aTel Wy+T)

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. (2x15=30)

A : WUT ‘F' F AR (04) A SRS 9t wee fed o ¥, vl
uy o R we vie Prifr € | RoraRed @ o @
FEAA D UGN S T E |
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What are services? Explain the challenges involved in marketing

of services.

et P €2 el & fauum @ gt THifeE v T S

Discuss the gaps model of service quality.

Al oTEdl & ITaUd Aied i faaad st

What is Relationship marketing? What are its benefits?

e fawom @ @7 THR F Ay €2

Analyse the different elements of marketing-mix of services.

Genstl & foque wfmsor & fafs=1 qei =1 fageror wifsu)
Section - B / @US-@

(Short Answer Type Questions) ( g I AT U9T)

Note : Section 'B' contains eight (08) short-answer-type

e

questions of five (05) marks each. Learners are required
to answer any four (04) questions only. (4x5=20)

TUE ‘@' ¥ 2118 (08) Y I ATt W Fad U ¥, ukw
w9 & fau uier (05) i Fratfa & 1 foranffay o g
Y el TR (04) U9 & ST S & |

What are the determinants of service quality?

e e % Ui de F@ 82

What is the role of Internal marketing in service sector?
el EEE § aen foque i s it 82
Examine the role of advertising in marketing of services.
Yonstl & fauoe o foge &1 sqffem &1 wheor sifsm
What trends do you visualise for services in the years to
come?

A o1t ot o Fanstt & 1 o ygfaat it STen e €2
How is consumer behaviour different for services as compared
to goods?
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Note :

e

qarell & fau Iudlern =aeR, a%gst & o H foa
TR o= 22

Explain the major issues related to pricing of services.
el & Aed fuRer ¥ wefud wg@ faget = e
HifSTUl

How are customer's expectations formed?

Uresh STUETd fohd YRR SO B 27

What are the common problems of service delivery system?
I WEH FH H dFA H OTEN GEEN T2

Section - C / @US-T

(Objective Type Questions) / ( TEITS I )
Section 'C' contains ten (10) objective-type questions of

one (01) mark each. All the questions of this section are
compulsory. (10x1=10)
@ug M A 97 (10) TEFTS w9 o 7w €, v ww
& faw ww (01) 3fw Truifta 31 30 @oe & |t wo=
atfrard €

Write True/False against the following:

frefafaa & ame g@/sme fafaa)

I.

Services are product. (True/False)
Fard I B 2 (H/3TEA)
Service sector and manufacturing sector are negatively linked
to each other. (True/False)
Yo &= qen fafmio &9 TH-TR ¥ ®HOTHw ®9 A
grafea (H/3T8A)

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

et § il w1 | @ Wy g fagT e 2
(Fca/3199)
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10.

Services can be easily standardised. (True/False)
Tl i TRAAYEeh AU TR ST ekl R

(FT/379F)
'People' in services include customers. (True/False)
et & ‘@M’ (people) | UEw ot wfmfaa 2l

Technical quality is concerned with the outcome dimension of

service. (True/False)
Teheieh! T[OUTer, Yol % UROTH W W Heiud gl 2l
(Fca/3199)
Services can be customized. (True/False)
el 1 TR & Hehdl T (/319 HA )
Service employees are creators of brand of the service.
(True/False)
et & FHHIR & Wl & §UE Kl T L
(Fca/3199)
Customer's reliability is the most important aspect of quality of
services. (True/False)
UTEeh ! fovaaaar (Reliability) Hel st el o1 Fali{eeh
T U T (H/3T8A)
Sales promotion of'services is not possible. (True/False)
st w1 fosha Hagd w9 TR T (H/ 379 )
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