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RAN-2108002601050003
M.Com.  (Part - I) (External) Examination March - 2026

 Service Marketing - II

k|Q“p : / Instructions

(1) D‘fp¡¼s v$ip®h¡g rhNsp¡ DÑfhlu ‘f Ahíe gMhu.
 Fill up strictly the above details on your answer book.

Seat No.:

Student’s Signature

â. 1.  “uQ“p„ âñp¡“p„ V„$|Ldp„ S>hpb Ap‘p¡ :  20
 1. k¡hp ågy râÞV$“u ìep¿ep Ap‘p¡.
 2. DÐ‘pv$“ r“Z®e kdÅhp¡.
 3. bÅf k¡g A¡V$g¡ iy„?
 4. k¡hpL$ue dpL£$qV„$N rdîZ A¡V$g¡ iy„?
 5. b¡ÞQ dpqL¯$N kdÅhp¡.
 6. k¡hpAp¡“p k„v$c®dp„ ‘p¡X$¼V$ b°pÞX$ kdÅhp¡.
 7. k¡hp“u ìep¿ep Ap‘p¡.
 8. DÐ‘pv$“ f¡Mp A¡V$g¡ iy„?
 9. k¡hpdp„ V¡$L$“p¡gp¡Æ“p D‘ep¡N“p„ L$p¡C‘Z b¡ Dv$plfZp¡ Ap‘p¡.
 10. k¡hp r“L$pk A¡V$g¡ iy„?
  
â. 2.  k¡hp kyrh^p qX$TpC“ A“¡ s¡“u fQ“p kdÅhp¡. sd¡ N°plL$“p hs®“ ‘f L¡$hu fus¡ “S>f fpMip¡? 16

A’hp
â. 2.  v$¡Musu NyZhÑp“p¡ A’® õ‘óV$ L$fp¡. k¡hpL$ue NyZhÑpdp„ Aphsp Sy>v$p Sy>v$p GAP kdÅhp¡ s’p 
  Ap GAP  “¡ fp¡L$hp dpV¡$“u D‘gå^ ìe|lfQ“p kdÅhp¡. 

â. 3.  k¡hp fuqX$TpC“ L$fsu hMs¡ kpd“p¡ L$fhp ‘X$sp ‘X$L$pfp¡ A„N¡ rhõs©s “p¢^ gMp¡. 16
A’hp

â. 3.  k¡hp ãgp¡ QpV®$ A“¡ qX$guhfu“u âq¾$ep“¡ rhõspf’u kdÅhp¡.

â. 4.  sd¡ k¡hp dpL£$qV„$N ‘ep®hfZ Üpfp iy„ kdÅ¡ R>p¡? rhrh^ N°plL$ Ap^pqfs k¡hpAp¡ kdÅhp¡.  16
A’hp

â. 4.  SC L¡$[ÞÖs ìe|lfQ“p L¡$hu fus¡ b“phip¡? grns M„X$“u ‘k„v$Nu L¡$hu fus¡ L$fip¡?

â. 5.  k„v$¡i-ìehlpf ìe|lfQ“p A“¡ ky^pfpgnu ìe|lfQ“pAp¡ kdÅhp¡. 16
A’hp

â. 5.  rhrh^ k¡¡hpL$ue dÝeõ’uAp¡“p âL$pf kdÅhp¡. dÝeõ’uAp¡“¡ gNsp kpdpÞe dyØpAp¡ S>Zphp¡.
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â. 6.  V|„$L$“p¢^ gMp¡ (Nd¡ s¡ b¡) 16
 1. k¡hpAp¡“p„ k„v$c®dp„ âp¡X$¼V$ b°pÞX$
 2. âhpk“ dpL£$qV„$N
 3.  b¡ÞL$ dpL£$qV„$N
 4. SERVQUL dp¡X$g
 

ENGLISH VERSION

Q. 1  Answer in Brief: 20

	 1.		 Define	Service	Blueprint.
 2.  What do you mean by Product Decision?
 3.  What do you mean by Market Cell?
 4.  What do you mean by Service Marketing Mix?
	 5.		 Explain	Benchmarking.
	 6.		 Define	Product	Brand	with	reference	to	Service.
	 7.		 Define	Service.
 8.  What do you mean by Product Line?
	 9.		 Give	any	two	any	examples	of	use	of	technology	in	services.
 10. What do you mean by Service Exports?

Q. 2. 	 Explain	Service	Facility	Design	and	its	layout.	How	can	you	track	Customer	Behavior?	

 16

OR

	 	 What	do	you	mean	by	Perceived	Quality?	Explain	different	GAP	in	Service	Quality	

	 	 and	Strategies	available	for	closing	these	GAP.

Q. 3.  Explain various challenges in service redesign. 16

OR

  Explain Service Flowcharting and Delivery Process in detail. 

Q. 4.  What do you mean by Service Marketing Environment? Explain various Customer 

  drive services. 16

OR

Q. 4. 	 How	can	you	build	SCA	focus	strategies?	How	can	you	select	service	target	system?

Q. 5. 	 Explain	the	Communication	Strategies	and	Strategies	for	improvement.		 16

OR

Q. 5. 	 	Explain	various	types	of	Service	Intermediaries.	Explain	various	issues	involving	

intermediaries. 16

Q. 6.  Write Short Notes: (Any Two)  16

	 1.		 Product	Brand	with	reference	to	Service

 2.  Tourism Marketing

	 3.		 Bank	Marketing

 4.  SERVQUL Model

 __________


