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Instructions:

1y This paper consists of nine questions carrying equal marks.
21 Question No.1 consists of 3 compulsory questions of 2 marks each
Y)oAnswer any 3 guestions from question 2,3,4.5.6,7.8 and 9.

1) Each question carries 10 marks. Figures to the right indicate marks

Q.1 Answer the following in 30-80 words each (5x2=10)
| [mportance of services marketing
i, Customer delight
. Explain generality in services
n W hat 1s product in tourism industry

Benetits of technology in services

(0.2 A servicee is rented rather than owned.” Explain what this statement means, and use

examples to support your explanation. 10

Q.53 Choose a service industry you are familiar with, and show how each of the 7Ps of

services marketing applies to a specific product. 10
(.4 a. How are customers™ expectations formed. 04
b. Explain the ditference between desired service and adequate service with reference to a

service experience you have had recently. 06
(). Write short note on following 10

a.  Cost-based pricing

b.  Value based pricing



Q.6 What roles do personal selling, advertising, and public relations play 1
a. Attracting new customers to visit a service outlet and

b. Retaining existing customers

Q.7 What is the difference between hard and soft standards? Which one do you thin

be more readily accepted by employees, by management and why.

Q.8 Profile the key challenges across the service mix elements in the healthcare seoment

India.

Q.9 How has the paradigm shift occurred in marketing mix for the education scctor.
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