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MBA - IV Semester Regular Examinations, April/May 2018.
SERVICE MARKETING (ELTIVE-II)
Time: 3 hours Max Marks: 60
Question Paper Consists of Part-A and Part-B.
Answering the question in Part-A is Compulsory & Four Questions should be answersd from Part-B
All questions carry oqual marks of 12,

PART-A (CASE STUDY)1X12=12

Premier Couner Lid. (PCL) 15 an mnovative overnight delivery company that helped change the
way companies do business. It was the first company to offer an overnight delivery system, but the
company markets more than just a dehvery service. What PCL really sells 15 on-ume rehabihty. The
company markets risk reduction and provides the confidence that people shipping packages will be
"Absolutely, positively, certain theirr packages wall be there by 10.30 1n the mormng”.

In fact, PCL sells even more than reliable delivery. It designs tracking and inventory management
systems for many large companies. In other words, its customers buy more than just delivery

service they buy a solution to their distribution problems. For example, a warehouse designed and
operated by PCL is part of the distribution centre for a very large computer firm. In other

organisations, customers can place an order for inventory as late as midnight, and the marketer,
bause of PCL's help, can guarantee delwm I:-:.-' the next mr:rnmg PCL has positioned itself as a
company with a sepace th Tk,

pduct? What are the Langihle and intangible elements of thig service product?

(b) What are the elements uf serwce quuhty fot a delivery seryice like PCL?
- ' . ; 5

4X 12 =48

2. (a) what 15 services marketing? Explain it$ nature and importance?
(b) Explain the classification of serviges?

3. (a) why 15 it important to understand the customer needs and exptations in services marketing?
(b) how to manage customer-lovalty?

4. {a) explain in detail the process of service market segmentation?

5. (a) explain the pricing strategies for services?

(b) Define service quality management? What is service quality audit?
6. (a) what is the role of marketing communication?

(b) write short notes on marketing commumcation mix?

7. {a) Explain the term "word of mouth communication’ and discuss its sigmficance for a school?
(b) what are service deficiencies? Explain?
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