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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 Six questions in all. Q. No. 1 is

compulsory having ten short answer type

questions of 2 marks. Q. Nos. 2 to 6 have

internal choice and attempt one question

from each Unit for 12 marks each.

Unit I

I

2. Explain the meaning and characteristics of

service marketing. Also differentiate between

goods and services marketing. 12

Or  

Discuss the emergence of service economy and

recent trends in the service sector. Explain the

expansion of marketing mix in services.
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1

2 6

1. Short answer type questions 10×2=20

(i) Define service marketing.

(ii) What is service economy ?

(iii) Define service blueprint.

(iv) What is service encounter ?

(v) What is service-profit chain ?

(vi) State any two characteristics of services.

(vii) What is SERVQUAL scale ?

(viii) What is integrated marketing

communication ?

(ix) Define emotional labour.

(x) Define branding of services.

(i)

(ii)

(iii)

(iv)

(v)

(vi)

(vii) SERVQUAL

(viii)

(ix)

(x)
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Unit II

II

3. Explain the concept of service design. Discuss

service blueprint with its significance. 12

Or  

Explain the Gaps Model of Service Quality

and SERVQUAL scale.

SERVQUAL

Unit III

III

4. Explain the concept of service encounter

Discuss its importance in service delivery. 12

Or  

Discuss change management in service

organizations and leadership culture.


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Or  

Discuss demand and capacity management in

services. Explain waiting and queuing system.

Unit IV

IV

5. Explain integrated marketing communication

in services. Discuss key communication

variables. 12

Or  

Discuss branding and advertising of services.

How can service performance be evaluated ?

Unit V

V

6. Explain the service-profit chain and qualities

of service leaders. 12
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