2108002601050003 / 2108001401050002
EXAMINATION FEBRUARY-MARCH 2024
MASTER OF COMMERCE (EXTERNAL) PART - |
MARKETING - Il SERVICE MARKETING

[Time: As Per Schedule] [Max. Marks: 100]

Instructions: Seat No:

1. Fill up strictly the following details on your answer book
a. Name of the Examination : MASTER OF COMMERCE
(EXTERNAL) PART - I

b. Name of the Subject : MARKETING - Il SERVICE
MARKETING

c. Subject Code No : 2108002601050003 / 2108001401050002
2. Sketch neat and labelled diagram wherever necessary.
3. Figures to the right indicate full marks of the question.
4. All questions are compulsory. Student’s Signature

Q.1 olAeli uslleli ¢sUi wellod Ul 20
Answer in Brief:

ARSI 1]
Explain Benchmarking.

2. Adl [(s1y xeq j?
What do you mean by Service Exports?

3. dslesl sild g1l di Q) UH] 917
What do you mean by Technological Revolution?

¥. Ad1S1Y WS GlR1 Al Q) uHes) 912
What do you mean by Service Package?

U, Adsla HIB(EaL Ml 1ed gj?
What do you mean by Service Marketing Mix?

<. AU 25e1d12eti GUALdLti S16 ULl o) GelsWAN 414N,
Give any two any examples of use of technology in services.
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9. SERVQUL H15¢ yHld),
Explain SERVQUL Model.

¢. Ales Alsd ¥24 )2
What do you mean by Customer Power?

C. 0912 A 3 2q 9j?
What do you mean by Market Cell?

0. Gulesl 3wl Aed 92
What do you mean by Product Line?

Q.2 u{ldl oQidtiiel] el WR 520, AcLS1Y AYRlddd M wlddl %el el GAP

Q.3

Q.4

UM dell L GAP o 154l HI2s(l GUast el YHxdl,
What do you mean by Perceived Quality? Explain different GAP in Service
Quality and Strategies available for closing these GAP

¥{eql
OR

Adl Ylaul [SHLEel WA Aofl 2Uell YHd). d ALSSeli ddet U 3]l 2ld

o2 RAULI?
Explain Service Facility Design and its layout. How can you track Customer
Behavior?

Adl 6l Y12 Wal (Seflalsofl syl (Al iRedl Auesdl.
Explain Service Flowcharting and Delivery Process in detail.

wql
OR

Adl SH1el 5cil dwld AlHell $cL USAL USSIRL 21 [ddd «ilt dudl.

Explain various challenges in service redesign

SCA 5[og,d cysUstl 5cl-3ld Wetldll? aleld vissil uiedfl 5dl-Ila

52117
How can you build SCA focus strategies? How can you select service target
system?
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¥{eql
OR

d Adl HI5Ea1 yuldRBL gL Q) AH) ©12 [Aldy Alss wIHIRd dAd) 16

YAl
What do you mean by Service Marketing Environment? Explain various
Customer drive services

Q5 [adfay AdislA Hruellulledi Usl YHosid). Heye{lud)e @oldl HIH I 16

Ye l2d] LLd),
Explain various types of Service Intermediaries. Explain various issues
involving intermediaries

¥{eql
OR

URA-AUAER YSUsll ¥ Y1 1Ee{] U 1) YHoM1d).
Explain the Communication Strategies and Strategies for improvement.

16

Q.6  gsellt cuil: (A1 4 ul) 16
Write Short Notes: (Any Two)

9. d el Y5221
Tourism Marketing

R. Adleefl 2ua ) uljadl
Building Service Aspiration

3. Qe Y533
Bank Marketing

¥. AdAlel] UeHi UlSse viles
Product Brand with reference to Service
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