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Instruction to Candidates:
1) Section - A is Compulsory.,

2)  Auempt any Four questions from Section - B,

Section - A
o1) (10 x 2 = 2¢)

a)  Deline services. List the major service industries in India.

b)  Explain the salient features of services. How it differs from goods.
¢} What are the components of services marketing Mix. Discuss.

d)  Explainthe Service T riangle.

e)  Discuss the importance of the study of consumer behaviour in Services
Marketing, '

f)  Discuss how Relationship Marketing is different from traditional
marketing,

g)  Whatis the role of physical evidence in services marketing?

h)  Explain the importance of waj ting-line management.

) Givethe importance of word-of-mouth communication in service industry.

1) Discuss the suitability of cost plus pricing for services,
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Section - B
TJroto (4 = 10 = 40)

02) Explain the consumer Decision Making Process for purchase of Services.

03) Explain the growth and development in Indian Banking sector. Also give the
challenges faced by them,

04) Define Service Quality. Explain the SERVQUAL Scale given by Parasuraman,
Zeithaml and Berry.,

05) What is the role of external marketing in Services industry. How can you
design promotional mix lor services.

06 Ixplain the market for educational services and the marketing approach for an
educational institution.

07) Explain how Globalization has helped to promote customer care service in
Insurance Sector.
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