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2. Explain the meaning and characteristics of M. Com. EXAMINATION, 2026
service marketing. Also differentiate between (Fourth Semester)
goods and services marketing. 12 (2019-20 Onwards for UTD and 2020-21

Onwards for Colleges )
a1 foqom &1 ered SR Suwr fawiwaretl w1
(Re-appear Only)

o I | oW d, aege eiR e @ SERVICE MARKETING

form & W= S@ @ 'R wmise |
Time : 3 Hours| [Maximum Marks : 80

Or (¥ar)

Before answering the question-paper, candidates must

Discuss the emergence of service economy and ensure that they have been supplied with correct and

. . . complete question-paper. No complaint, in this regard
recent trends in the service sector. Explain the . i o
will be entertained after the examination.

expansion of marketing mix in services.
Note : Attempt Six questions in all. Q. No. 1 is

T el ® ST SR WA g W e compulsory having ten short answer type
F TEHEl W == #i | et § A questions of 2 marks. Q. Nos. 2 to 6 have

’ internal choice and attempt one question
® il | from each Unit for 12 marks each.
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®d B: 7 & SR G 1w w1 (ix) Define emotional labour.
afed 2, fmd 2-2 ol & @ @Y
S 7 € 1 Y w2 ¥ 6 & o™
Fiafs fahed & o U@ THE ¥ 12
FF F UH T FIC | (i) W fawm & wRefa wifSw |

(i) Qa1 srefeereen wM T ?

(x) Define branding of services.

SRR EE

1. Short answer type questions 10x2=20
(i) Define service marketing. (i) @fdw sqfye *1 wRefm wifsw |
(i) What is service economy ? (iv) Sar-yeds 1 ¢ ?
(iii) Define service blueprint. (v) wHu-gfEe W e ¥ 2

(iv) What is service encounter ? A o
(vi) Gomsti w1 ®E o oA saRye |
(v)  What is service-profit chain ?

(vil) SERVQUAL Thal &1 & ?
(vi) State any two characteristics of services.

viii) THigd fooom deR @ 2
(vii) What is SERVQUAL scale ? (vin)

(viii) What is integrated marketing (ix) HEaTHE 5| ® gRefia Hifse |

communication ? (x) HaRdl oI AveT hi IR i |
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Or (J¥ar)

Discuss change management in service
organizations and leadership culture.

a1 Hiredl H ufadd weEE oI g weRfa
WoEEl HISY |
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Unit I1

SR

Explain the concept of service design. Discuss

service blueprint with its significance. 12

wfdw fesmea &1 @unon & e Fifsy |
iy sgfife 3k SH® W™ W =l i |

Or (3790dT)
Explain the Gaps Model of Service Quality
and SERVQUAL scale.
Yol TuEEl & ‘g Hisd' @ SERVQUAL
T w1 SR wifse |

Unit 111

TehTe 111

Explain the concept of service encounter

Discuss its importance in service delivery. 12
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‘Tfdm TR’ B ATURON H TL FHIT |

T foaor d 3O UewW W oHEl HiST |
Or (39dT)

Discuss demand and capacity management in
services. Explain waiting and queuing system.
Yt WM SR gmar wEeR W S
FIT | Ufem R HAR  YONGA KT oATE
HifST |

Unit IV

THE IV

Explain integrated marketing communication
in services. Discuss key communication

variables. 12
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HoRl % &9 W Thied GUUH HIR &l
AT HIGT | FOR & Y@ o W T
HINT |

Or (A¥ar)

Discuss branding and advertising of services.
How can service performance be evaluated ?
detl # e sl faw W owe R
Torsli & YR H qodiwd wd fE W

A T ?

Unit V

THE V

Explain the service-profit chain and qualities
of service leaders. 12
W gEe v G et @ i
AT BT |
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