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lnstructions:
'

M;Gom, (Semester - lV) Examlnation; April 2016

coo4EiS : sERVlcEg MARKETING (oA - 18)

SRN..11

Max. Marlks : 60

1)Thispaperconsistsofninequestionscarryingeeualyar|<s..
e) euestian No. 1- iois'ists of 5 compulsory questionC of-' 

2 marks each.
q ^:;;;;iiv 5 questions from Question 2' 3' 4' 5' 6' 4' I

and 9.
a1 Ei"n' Uiuestion carries "10 marks. Figurestothe right indiQate

marks.

1 . Answer the following short questions in brief :

a) List the three types of service attributes'

b) Mention the basic focus strategies in services context

c) state the elements of 'Sws' Modelot marketing communication'

" 
oi wnat arelhe four reasons for customers complaining about service otferinps ?

e) what are the drivers for growth in personal care marketing in India ?

2. a) What do You mean bY services ? ' 2

b) what are the salient features of seruices which complicate the task of markptng

services effectivelY ? 
I

3. 'Firms need to improve and develop ne.w sgrvices to maintail a competitivp

edge', oiscuss tn! rcuerc in tne nieiatcny of new service development' I 10

4. Discuss which approach of pricing is the most fhir to customers and why ? 10

5, Explain the role of marketing communication in services' 10

; ,,- ifif.:l".g 
,hard, and ,soft, cusromer-defined service standards and 

10

7 . lllustrate and explain the GAps Moder of service design and delivery with ra

suitable examPle.

8. a) pesCribe the characteristics of eftective service guarantees'

b)Enumeratetheguide|inesforfront|ineemployeestoeffectivelyhandle
customer complaints and service recovery'

g. Discuss theconcept of market segmentation with reference to hospitar servipes.
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