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(2% hirs) o (Marks: 75)
Note: - All questions are Compulsory
Put example and diagram wherever necessary
Figures to right indicate maris.
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Q.1 (a) State whether the follong stalements are, ‘\['rue or ‘False (Any Dlght) (8)
l. Services are charactenZed only by homogenelty ; : :

. Services marketing- ﬁrst came'into existerice in the 1980‘
. Management does not help ‘the orgamzatron to achieve its Ob_]CCthG
. Service quahty is the key of sureral to all scrvwmg companlcs

: Management can lose its authonty and power by empowenng 1fs employees

: Brokers bnng buyers and sellers together whlle assrstmg in negotlatron
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6. Employees face real challenges in suppressmg thelr true feelmgs

7

8. A publrc sector orgamzatron is one that is operated by the government.
9

Socral enterpnses can be struotured as a: for-proﬁt

10. The causes of low morale ean vary byhusmess.\ %
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~Ql (b)?Match the Columns: (Any seven) _»]‘-"T e M
:: Group ‘A’ - o .- Group ‘B’ %
= ] _.;‘ITSGTV!'CC ' a.: Tertiary se?:'tor el .
_3f-2. Heterogeneity *b. Intangible A
_~ 3. Service sector: | c. Makes it drfﬁcult to establlsh standard
\..‘.fi’f 4. Service cape | d. Third party markets I
X ) 5.Referral markets - e. Moment of truth
' 6. Service encounters® f.-Booms.and Bitner' ~
Cf; 7. External marketing | g- Boundary spanngrs _
“*" ['8. Internal marketing h. Establish a long term relationship with customers
Eo 9.-Interactive marketing i. Employee knows strengths & weakness of organization
y “10. Front line services_‘-"’ j, ‘Grab the attention of the market
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) S Q2.Answer any: two from the followlng

| _(a) Explain the meaning and features of services. 8)
(b)What are the reasons for growth of service sector? )
c»l ~ . o OR’
;—:f 3 (c)'How is service culture develope@in organization? (8)
k (d) Discuss‘the six market mode_l.‘f"-". ¥))
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Q3.Answer any two from the following A
() Service triangle. Explain briefly. - e ol ;
(b) Strategies for managing emotional Jabour. Explam bncﬂy
OR,’ - 'A‘ ;I:v

(c) Explain the challenges in recnutment in servme scctor
(d) How can the manager mollvale cmployces in schlce mdustrY"

Q.4 Answer any two from th¢ followmg &
(a) What do you mean by service quahty" Explam its dimensions.
(b) Explain the scrvnce gap model:
3 JOR

(c) Reasons and stfétegies ad_éiited to ﬁ_ll'lile gapls,in service gap model. Explain? ‘

(d) Discuss advantages and chalJengcs of dellvermg semces throug,h ageﬂtS and
brokers" o ™ i i
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Qs. Answer any two‘from the‘l‘ollomng £ 2 '\

(a) Discuss the reasons for attrition; in service’ sector ‘
(b) Dlscuss cycle of fmlure cycl&of medlocnty, and cycle of success.
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Q 5 erte Short Notes on: (Any three) : )
;. i); Orgamzatlonal effectiveness ... N N
o -, R, ‘l —
B ~ﬁ) Creating'a leadmg service orgamzatlon, \;3
= ~"iii) Servicescape -~ D
iy ,_,:L‘ i) Interwewmg techruques ' ¥
ﬁ: v) Quahty 1ssues in SCiVlCC o \
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