1808060401050011
EXAMINATION FEBRUARY -MARCH 2024
MASTER OF COMMERCE (MARKETING MANAGEMENT)
(FIRST SEMESTER)
SERVICE MARKETING PAPER - I

[Time: As Per Schedule] [Max. Marks: 50]

Instructions: Seat No:

1. Fill up strictly the following details on your answer book
a. Name of the Examination : MASTER OF COMMERCE
(MARKETING MANAGEMENT)(FIRST SEMESTER)

b. Name of the Subject : SERVICE MARKETING PAPER - 11
c. Subject Code No : 1808060401050011

2. Sketch neat and labelled diagram wherever necessary.

3. Figures to the right indicate full marks of the question.

4. All questions are compulsory.

5. Write any Two from Q. -2, Q.-3,Q. -4 & Q. -5. Student’s Signature
6. All Questions from Q. -2, Q.-3, Q. - 4 & Q. -5 carries equal marks

Q.1  2sMiwdled IVl (518 UL ujy) 10
Short answers (Write Any - 5)

1) Alss AUl ¥4 9j?
What do you mean by customer expectations?

2) Adl SlUd ai51515d1a 3¢l Tl HAR 52 B2 A SR A1)
How service pricing affects profitability. Give two reasons?

3) Adl [Bud (a0l A2d j?
What do you mean by Service Pricing?

4) Adlel] Aee{Hi ALidl Auexdl.
Define quality in relation to service?

5) oic{l Adl Slvleel HISeil Udld eolld).
List out the various steps involved is new service development?

6) oicll Adl Slleelall 16 UL &) USsIR) e2Lldl.
Give any two challenges of service design?
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Q.2

Q.3

Q.4

Q.5

Q.6

Ales ¥t 9f? U dH ALsSle ddet 3dl 1A Track sNuA AH

539 2Ll HI2 %3] B2
Define customer expectations and how will you track customer behavior and
why is it necessary?

Adl (5Hd (a1 21ed 2)? A A diq (5Hd [Hul1e 56 31d o€l B A

YHl.
Explain the concept of service pricing. How it is different from product
pricing?

Adl J8ldtils] SERVIQUAL model M1l
Explain SERVIQUAL model of service quality?

Adl 1 1QWelell [Alay Ussi) AHd] wWal AdL Ysi: M1QWsts{] e RULd

YHoCl.
Explain the challenges faced in service design and why you need to redesign
services?

dgfeilt Gqull (516 ulL ol)
Write Short Notes. (Any Two)

1) Adleil eesl,
Components of Services.

2) Adl (SHd (ARl A el Us
Service Pricing and the Life Cycle

3) Adleil yRlddlef vidr g2ls
Bridging the Service Quality Gap

4) oidlel Adl (A5 1 dsil ¥eRULd
New Service Development and Its necessity
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