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INSTRUCTIONS TO CANDIDATES:
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SECTION-A is COMPULSORY consisting of TEN questions carrying TWO marks each. s

SECTION-B consists of FOUR subsection:

from each subsection.
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SECTIONA 20
la. What are the seven Ps of services marketing? CO-1 L1 2
1.b. Outline the elements of the extended marketing mix for services. : CO-1 L2 2
le. How do customer-defined service standards improve service quality? 1 Co-2 L1 2
1.d. State any two objectives of services marketing communication. CO-3 L1 2
le. Write about the factors affecting pricing decisions in services. CO-3 L1 2
L.f Relate Customer relationship management practices with customer retention in services. CO-2 L2 2
l.g. How can service organizations balance demand and capacity? ’ CO-4 L1 2
I.h. Summarize the concept of capacity management in services to balance supply and demand. CO-4 L2 2
Li Define the role of customers in service delivery in service organizations. CO-5 L1 2
L. Explain the concept of the GAPS model in service quality management. CO-5 L2 2 7
SECTION B(UNIT-Iy 10 7
2' Distinguish between goods and services on the basis of characteristics, production processes, Col L4 10
’ and customer involvement, i o
3. Figure out the challenges faced by marketers in service marketing, CO-1 L4 10
-SECTION B(UNIT-IT) 10
4 Write a detailed note on consumer behaviour in services with reference to decision-making Co L3 10
’ processes, involvement levels, and service characteristics.
Write the key determinants of customer buying behaviour in services with a suitable i )
5. i . CO-2 L3 10
‘ explanation.
SECTION B(UNIT-HII) 18 "}
Justify the importance of Integrated Services Marketing Communication in delivering consistent Co23 Ls 10
service messages with suitable examples, - .
stify the need for managing demand and cépacxty 1n services to achieve efficiency and
CO-4 Ls 10
SECTION B(UNIT-IV) 10
s Analyze the concept of internal marketing and its role in ehhancing employee performance in
services. CO-5 Ls 10
—_—
o Interpret the role of frontline employees in building customer relationships with suitable
examples. : ' CO-5 L5 10

K Disdosure of Identity by writing Mohile No. or

———

Making of Passing request on any page of Answer Sheet will lead to UMC against the student.



