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Q.1. (a) STATE WHETHER THE STATEMENTS ARE TRUE OR FALSE (Attempt any 8208)
1. Services cannol be owned, touched and stored.

2. Service is performed and not manufactured.

3. Service Triangle was developed by Philip Kotler.

4. A stable political environment is essential for the growth of business.

5. The service firms in India are not affected by social cultural factors.

6. The family is the major influencer on consumer behavior.

7. Zone of tolerance is the gap between desired services and adequate services.
8. The marketing mix concept was populanzed by Prof. Jéerome McCarthy.

9. Price plays no role in the marketing mix of services.

10. Global companies pursue mtegrated stratcgles

Q.1. (b) Select the correct answer from the given optlon given below: (Attempt zmy 7
E (07)

1. are co-producers of service.
a)customers b) government c) managers

2. The world economy is increasingly characterized as economy of
a)services b) producers c) manufacturers

3. The demand for travel, communication and mformatlon services has increased due to:
a) liberalization b) globahzatlon c) modermzatlon :

4. ' is the most important aspect for cvcry customer
a)populanty b) reliability c) brand i |mage

o 5. The person who has a specific need and proposes' to buy a pa‘rﬁcular service is called.
: a)gatekeeper b) influencer c) initiator ‘

6. The extent to which customers are willing to accept v‘ari.ation in service 1s called as:
~ a) Zone of tolerance  b) desired service - c) adequate service

e : y ~'7. Which of the following is difficult to evaluate
’ X a) Teaching b)Food c) furniture i

;;‘.,." 8.. The nature of demand for services is alwaysr
K a) Constant  b) Predictable c)fluctuating

9. Equipment based services are:
a) High contact services b) Low contact services c¢) No contact services
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0.2 »  Flbrsie the reasont for the prowth of tervive fduatry Tinehia i
| b l)min;ruith between )’-’“"“"‘ marketing and terviven sttt W
| on
Q.2 ¢ Dxplain seyvice marketing toangle with the help of dutgram 1H
d  Paplain customers contact in services with an approprite exanples 07
Q2 a  Faplain the factors influencing buyer s behavior. 0%
b Discuss the stratepics sdopted in positioning of gervices. 07
OR
¢ Explain the pricing strategics adopted by service sector. 0%
d  Explain in brief the extended P's of services marketing, 7
Q.4 o Explain the measures to close service gaps. 08
b.  Explain the different detcrminants of quality in service sector. 07
OR
¢ What is Benchmarking? Explain the different levels of Benchmarking. 08
d_ What is service blue printing? State the advantages of it. 07
Q5 a ldentify the different elements of transnational strategy. 08
b. Discuss the current trends in health care sector. 07
OR
¢ Shor notes any Three of the following 15
]. Classification of services
2. Charactenistics of services
3. Goods and Service contipuum
4. Moment of Truth
5. Service Gaps
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