SMS 2410 MARKETING OF SERVICES

Tiume : 3 Hours Maximum Marks : 30
(All questions carry EQUAL marks)

{(5x 10 =50)

] A “Emergence of services in the Indian Economy is the crucial aspect in making
this country to be a developed one by 20207 - Discuss.
OR
B. What is service triangle? fow thal can be used for providing the best customer

scrvice? Explain,

I Al What is SERVQUAL? ilow do you ensure service delight among the customers
of a bank? FExplain.
. OR
B3 What is customer satisfaction? What are the factors that drive customer satisfaction
in the hotel industry?
1 A. Prepare a questionnaire for understanding the consumption of goods and services
lor 2 major retailer in your area.
OR
B. “Advertising for services need creative thought process™ - Explain with examples.
v Al What possible objeclions are possible in the following sectors and how would you
overcome the same?
i} Telecommunication sector
i) Courier services
iii) Consultancy services
OR
B. - Explain the issues involved in demand and supply in Scrvices with exampies.
v Al What is the relevance of physical evidence in services? Ixplain with examples.
OR
B. ‘trace the possible changes that can happen in services in India.
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