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SECTION-B

Detinc services nark€tirg. llaborate on peoplc_ nenlal. possession and
inlbrmation processing classificarion oi scrrices $,ith examplcs.

DistiDeuish b.[rcen the lb]lo$i.g ening suilablc exanrptes.

r. Ieripher!l evidence tDd Esscnlialevidcnce

b. The ctclc ofslocess ard the clctc oftirjturc

Whai do )ou mean by rem servicc qualit, aiid recovcry/ What are
various slr.tcSies which can Lre adottcd 10 rccovo Don sc^,ice lniturc?

Wrile shon notes on lbllowing l

a lDployees hclp a seNicc oigmizatioo langtbitize the intansible

b. liaDchising in seNice indust_a

Des.ribe how Drarket scernenration can be used in se^,ices? Exptain th.
hases tbr markel seemcnlalion ibr servjces.

'Proce$ and Ph),sical Lvid;nc..!.e rery tbporlant to tiranciatsenices
olganizrtions lxplain wir| ele! rt rxamples
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INSTRUCTION TO CANDTDATES I

1. SEC-TION A is COMPULSORY consisling ot TEN quesriohs ca ying
IWO m.rrs each.

2- SECIION,B conrains stx questions ..rrying TEN harks each and srudents
has lo attempt.ny FOUR questions.

SECT'ION- 

a) DifTe.enliatc beli€cn goods and services.

b) Wnat harkelnrB prublems do servtces trce bcc.use of inLrDgibiliqv?

e) whar is SERVQUAL.I

d) Naine varions qualirj, Caps in senices

c) Wrar a.e 4 additioi.l I s in serviccs .rarketjDg?

1) $hat is a scnices Darkeling ht.ngte?

gl lxplnin scdcll, credcrce and cxperiencc qualires otscfriccs.

h) \\'hal are .ore. tucilitatine and enhancnrg serviccs?

i) Which is mosl coDxnoo pricj.g srateg, tn se^iccs nrarketing?

, What is con no decnion haknrp p.ocess!
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