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Answer ALL questions.
PART A — (10 x 2 = 20 marks)
1. - Define Serthiée‘Economy. |
2. What are the characteristics of Services?

3. . What is meant by Market Targeting?

© 4. How will you fulfill customer expectations?

5. What do you mean by Service Blueprinting?
6. . Comment on Pricing of Services.

7.  Outline rélationship Marketing.

8. Explain the impact of information techndlogy.
9.  Define Green Marketing. |

10. .What is Tourism Marketing?

PART B — (5 x 16 = 80 marks)

11. (a) “The need and variety of services would depend on economic and social
factors”. Illustrate this view point with examples.

Or

(b) What do you mean by marketing of services? What are thé reasons for
‘the growth in the service market?




12.

13.

14.

15.

(a)

(b)

(a)

(b)
(a)

(b)

(a)

(b)

What are the basic steps in market segmentation? What specific
challenges exist for service organizations when it comes to segmentation?

Or

Discuss the differences between perceptions of services quality and
customer satisfaction.

Explain the service design model adopted in any service industry of your
choice, '

Or

Explain the factors affecting a pricing policy of services.

Explain how the “Service Quality Delivery” in financial products is
improved by technology. Illustrate with examples.
Or

What do you mean by service recovery? Discuss various service recovery
strategies. '

Explain the market for educational services and the marketing approach

of an educational institution.

Or

Prepare a detailed markgzting plan for a hospital propdsed to serve the
low-income group and want to make a profit.
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