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(Short Answer Questions)
Answer any five of the following questions.

Why service marketing is needed?

How services costs are determined by customer?
Elements in Retaining.

What is waiting line?

Why now services REQUIRED?

Major types of services.

How to meausre customer response to services?
How would you segment laptop / computers ?

Seétnon [:] (5 x 10 = 50 Marks)

(Essay Questions)
Answer all questions.

. (a) Define service. And state its nature and scope.

(Or)
(b) Explain about marketing practices in Insurance business.
Also state what is the role of service marketing in
insurance.
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10. (a)

11.

13.

(b)

(a)

(b)

. (a)

(b)

(a)

(b)

Enumerate various psychological and social tactors
influencing customer-expectation on SOrVICe.

(Or)

What is service delivery? Whv the role of customer is
significant in service deliv ery?

What is Customer Relationship Management (CRM)?
Explain its importance.

(Or)

Explain different types ot segmentation normally
followed in modern service marketing.

What is service leadership? How it is significant in
service marketing?

(Or)

What is capacity? How to match capacity and demand
during market fluctuations?

What is service quality? How to determine and measure
service quality?

(Or)

Explain different strategies in the development of new
service. Why new services fail?
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Section| A (5x5 = 25 Marks)

Answer any five questions.

. Scope of Services.

Marketing of Banking Services.
Customer Responses in Services.

Role of Customer in Service Delivery.
Concept of Market Segmentation.
Service Quality Measurement.
Concept of Marketing.

Services Development.

Section | B| (510 =50 Marks)
Answer the follbwing.
(a) Define 'Services'. Give a classification of Services.
(Or)
(b) What is the need for Marketing in Insurance Sector?
(a) Write briefly about expectations of customers on services.
(Or)

(b) How are conflicts handled in services? Explain.
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ctives of CRM,
(Or)

11. (a) Outline the obje

(b) Discuss the need and bases of segmentation of Services.

P
od

2. (a) What is Service Leadership? What are the issues
involved in it?

(Or)

(b) Explain about Customer Defined Services Standards.

[a—y
)

3. (a) Discuss the need and importance of New Services.
(Or) -

(b) Suggest measures to improve Service Quality.
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