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GUJARAT TECHNOLOGICAL UNIVERSITY
MBA - SEMESTER- IV EXAMINATION — WINTER 2019

Subject Code: 3549212 Date: 02-12-2019
Subject Name: Services and Relationship Marketing
Time: 02.30 PM to 05.30 PM Total Marks: 70

Instructions:
1. Attempt all questions.
2. Make suitable assumptions wherever necessary.
3. Figures to the right indicate full marks.

Q:1 (a) Answer the following questions. 14
A. Service
B. SERVCUTION
C. Blue print
D. Servicescape
E. Low contract service
F. Service Quality
G. Relationship marketing
Q:2 (a) Explain difference between Goods and Service with example. 7
(b) Explain various categories of services by type-of processing 7
OR
(b) Explain 7Ps of Service marketing. Also discuss how the evolution of 8P in 7
service marketing.
Q:3 (a) Explain flower of service with respect to hotel industry. 7
(b) Explain core and ‘supplementary components of a service with respect to 7
insurance industry.
OR
(a) Explain various strategies for reducing customer defections. 7
(b) Explain 5 Ws of service marketing communication. 7
Q:4 (a) Explain Key components of service blue print. 7
(b) Explain dimensions of Servicescape model. 7
OR
Q:4 (a) Explain 7 Service Quality Gap with proper example. 7
(b) Explain various dimensions of SERVQUAL model with examples. 7
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A @iratrankeAmarieem likes to describe itself as Earth’s Biggest Bookstore, yet it has no
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accessible 24 hours a day to anyone in the world who has a computer capable of
connecting to the Internet. It opened its ‘virtual doors’ in the US in July 1995 and
grew at an extraordinary rate. By mid 1998 it had made sales to more than 3 million
customers in 160 countries, claiming it was by then the leading online shopping site.
In addition to books, the company offered 125 000 music titles, ten times the number
offered by the average music store. Ten years later Amazon.com had 88 million
customers, sales of $25 hillion and a net income of $9.2 million. In addition to books,
the company offers a wide range of music, electronics and other goods and it operates
retail websites for other major retailers. In 2007 Amazon launched a cheap electronic

reading device, the Kindle, on which owners can buy and download electronic books.

Through its website, Amazon customers could search for books by author, title,
subject or keyword or browse for books in 28 subject areas. The software at its user-
friendly website simulates a knowledgeable bookshop assistant. By indicating your
mood, your preferences and other authors or artists you like, you can get
recommendations for new books or music that you might enjoy. Customers are
invited to send in their own reviews of books or music, which visitors to the website
can then compare with reviews by professional reviewers. When a customer places an
order through the website, the company arranges for physical items such as books,
CDs or other products to be shipped directlyfrom a warehouse. Customers selecting
MP3 music or e-books can download the material onto the relevant e-product.

a) Explain how technological innovation force for change in service environment 7
contributed to the competitive advantage of Amazon.com

b) How the E service business-model of Amazon is different from the traditional 7
business model?

OR
a) Explain various customer relationship programs Amazon can adopt? 7

b)  Explain the various strategies adopted by Amazon to create customer loyalty. 7
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