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INSTRUCTIONS TO CANDIDATES:

1. SECTION-A is COMPULSORY consisting of EIGHT questions carrying TWO marks
each.

2. SECTION-B consists of FOUR subsections: Units-I, II, III & IV. Each subsection
contains TWO questions, each question carrying EIGHT marks and student has to
attempt any ONE question from each subsection.

3. SECTION-C is COMPULSORY and consists of ONE Case Study carrying TWELVE

marks.
Q. No. Question Course | Bloom’
Outcome | s Level
SECTION-A

L. Answer briefly:

a. List the key characteristics that differentiate services from | CO-1 L1
goods.

b. Outline a stepwise new service development process. CO-2 L2

c. Define customer loyalty in service settings. CO-2 L1

d. [llustrate how management actions can close Gap 3 (service | CO-3 1.2
performance gap).

e Select examples of tools used in integrated service | CO-4 L1
communications.

5 Interpret how customer perceived value influences price | CO-5 L2
setting.

g. List the main approaches to setting prices for services. CO-5 L1

h. Explain how service quality affects marketing in hospitality. CO-6 L2

. SECTION-B
UNIT-I

& Identify factors that contribute to the growth of the service | CO-1 L3
sector in India .

3. Distinguish between core and supplementary elements ina | CO-2 L4
service with example. Also Inspect challenges faced during
new service development.

UNIT-II

4. Build a strategy using the 7Ps of service marketing for an | CO-2 E3

educational institution.
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3. Assess the role of service quality in building brand loyalty | CO-3 L5
and apply customer loyalty programs to strengthen service

relationships.
UNIT-III
6. | Identify the ways through which employees can make use of | CO-4 1.3
self-service technologies to improve delivery.
7. Categorize the different intermediaries used in electronic | CO-4 L4

service channels and plan how intermediaries can be used
effectively in service delivery.

UNIT-IV
8. Distinguish between cost-based, competition-based, and CO-5 L4
value-based pricing approaches.
9. Judge the effectiveness of dynamic pricing models in the | CO-6 LS
service industry.
SECTION-C
10. A private-sector bank identified major service issues—long CO3 L6

waiting times, inconsistent staff behaviour, and unclear
communication about product features. The GAP Model
assessment revealed that the largest gaps existed in serviee
design, performance, and communication. Although the bank
introduced digital queue tokens and staff training programs,
customers still felt confused about loan procedures and
hidden charges. The management realized that-customers
needed more transparent and personalized service
interactions. They now want to rebuild the.complete service
delivery system with better communication channels and
redesigned customer touchpoints. The challenge is to create
a service model that is efficient, tfransparent, and customer-
centric.

Questions: \

a) Propose a redesigned ‘service delivery framework that
minimizes the major. gaps identified in the GAP Model.

b) Construct a customer-centric interaction process that
ensures clarity, transparency, and satisfaction across banking
touchpoints.

Note: Disclosure of identity by writing mobile number or making of passing request on any
paper of Answer Sheet will lead to UMC against the student.
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