Or (39gar)

5. What do you mean by segmentation ? What are

the bases for segmentation ?

fHuSE 9 oMUl ® add § 2 fausH &
YR F T ?

Unit ITI (318 111 )

6. What do you mean by SERVQUAL ? Describe

the various steps in detail.
SERVQUAL ¥ 3wkl =1 areqd & 2 fafi=
=N H TR W AvE wiNT |

Or (39gar)

7. Write short notes on the following :
(a) Role of employees in services
(b) Customer retention strategies
frafafes w dfgw feofmr fafee
(o) et § wHAfeR w

(9) U gfagror wEifaEr
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Before answering the question-paper, candidates must
ensure that they have been supplied with correct and
complete question-paper. No complaint, in this regard

will be entertained after the examination.

Note : Attempt Five questions in all, selecting one
question from each Unit. Q. No. 1 is

compulsory. All questions carry equal marks.

yei SRR Y WH WO I gY, Bl Wi
gel % IR AT | T w1 eAfEE 2
e gl & 3k TEH T |
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Compulsory Question ( 3TE= w9)

1. Attempt all questions :
(1) Define services marketing.
(11) Explain the concept of undifferentiated
marketing.
(111) Discuss the concept of CRM.
(iv) What 1S integrated marketing
communication ?
Yy ® W ST .
() Ger fauom w1 uRefeq wifse |
(i) oAfgafcd foUm &1 @EYRM & =
Hifs |
(iii) WLARTH I FAAUROT W == FHiSC |
(iv) THiha fawom deR o #m @ 2
Unit 1 (3T 1)

2. What do you mean by services ? Discuss the
important characteristics of services with
suitable examples. Also discuss the reasons for
growth of services marketing.

Z-53664 2

Yot W ST N awad ® 7 SUgH
S W G ® ey s
== Hife | gar faurm & foem & &Rl
W ot == wNC

Or (39gar)

Write short notes on the following :

(a) Service triangle

(b) Service marketing environment.
frafafeas w dfgw femfiet fafew
(31) " e

(9) e foque wfEwt |

Unit I1 (Z&TE 11)

Define the term new service development
process and explain the wvarious steps to

innovation.

T Har faeE ufekan w1 ufiwifd wife &t
TaER &% fafy= =on hl R ®ifse |

me154 Z-53664 3 P.T.O.



Unit IV (Z&TE IV)

8. Define pricing of services. Explain the various

approaches to the pricing of services.

Haell & Hod (Ui &l 9Refha wism |
Haell & qoa HuRe & fafa= gfeswion &t
AT HISTE |

Or (39gar)

What is service distribution ? Explain the various

service distribution channels.

a1 faqo wn g ? fafa= Qe faaco =S\l
H ATAT ST |

O 0% % o% o% % °
0’0 0’0 0’0 0’0 0’0 0’0 0’0
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Unit IV (Z&TE IV)

Define pricing of services. Explain the various
approaches to the pricing of services.

e B g fefor W wRefi FRT
e ® gew fefor & fafee ghewi #
AT BT |

Or (39gar)

What is service distribution ? Explain the various

service distribution channels.

a1 faqo wn g ? fafa= Qe faaco =S\l
H ATAT ST |

O 0% % o% o% % °
0’0 0’0 0’0 0’0 0’0 0’0 0’0

(Mme1s5 Z-53664 5 240



