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Time: 2% Hrs.

N.B. 1. All questions are compulsory
2.Figures to the right indicate marks.

Q.1. (A) Match the column (any Eight)

Group A

A | Produced & consumed at same place | 1 1 ¢

B | Services cannot be stored 2 Cﬁﬁomeﬂnvolvcmt mpm Sagr

C | People Based Services 3 & “Thquppﬁxcal depiction of a service ‘

D | Self Service 4> ;ﬂ’g&cs mdmduaﬁh' in thé produ\ct

E | Service Scape J5 trafegy .- ‘ \f ;
18k .

F | Blue print DR ORI ,

G | Branding R Anmwwm {o xiwesuie cusibm‘ct%sﬁsfacnon

'~.1\)CV%¥«\ \i'n 7

H | Service marketing triangle SQ‘Q@M\ bk \V ;.; \

I | SERVQUAL

J | Benchmarking

Q.1. (B) State where the fnllowmg statements m\u‘uc}_oP fn‘be\(any seven) 07

&
R
~«\\ . ‘«\‘“<

1. Teachmg 1s a hxgh coxﬂact ser\nce‘

S

5‘; \The rble of PublxcRelguons (stq:bmld dmintam image of service marketer.
: S S\ERVQUAL is gxmlopqd by gg@mpmhmm and Berry.

\ 8. "'The: M&wflqpal stmégy isa combmanon of the global strategy, the multinational strategy and
;hc mtcrnattonal StrateRy; 2

IS & 4
o 10 Pmcess pne;?\ami geo\plew - (fie extended P*s of marketing,

Puce plays witdl @9 m\lh‘emt\geung mix because it gives perception of the quality.
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(‘(\ y (C) What are the different ways of distributing services? Fxplam the role playcd by
¢ P Franchising in distributing services. (08)
Q>\6 = (D) What is service mapping? Explain the four lines of servxce map BN (07)
Q.3. (A) Explain the Gap Model of service quality. oo St : 08)
(B)Exp]am the strategies for managing capacity to match dcmand. o e N (°7)
(C)Explain the concept of service productivity ; ;md cﬁlmf; wayS IQ prilk 2
pxove productmzy {08
(D)What is Service Quality? What are the f ve chmensxons of‘quahty’? s & ® (07%
Q.4. (A) what are the international and global str egles mSBmce&marketmgo ~ o (08)

(B) Explain the concept of zone of tolerance wiﬂxan appgopnatecxgmple S )
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