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N.B.
1) All questions are COMPULSORY.
2) Figures to the right indicate FULL marks.
3) Both the sections should be written in the SAME answer book.
SECTION -1
Q.1 What is ‘Service’? Explain nature and importance of Services Marketing. (16)
OR
a) Discuss various factors involved in pricing a service product. (08)
b) Discuss in brief service life cycle. 08)
Q.2 Explain nature and importance of physical evidence in understanding (16)
services.
OR
a) How you will handle customers complaints effectively? (08)
b) Explain importance of relationship marketing. (08)
SECTION -1
Q.3 “There will be a time when it will be possible to get things seating at  (16)
home through wires”- Comment.
OR
a) Discuss service quality gap model. (08)
b) What are the components of service quality? (08)
Q.4 What do you mean by ‘Positioning of Services’? Explain positioning (16)
strategies.
OR
a) Discuss the nature of customer encounter management. 08)
b) Discuss services as key differentiator for manufacturing industries. (08)
Q.5 Write short notes on ANY FOUR: (16)
a) [Event Management Services
b) Online consumer behaviour
¢) Performance measurement
d) Network of perceptions
e) Hospitality services
f) Services to customer satisfaction
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