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Note: 1. Answer ary]{:ruURfull questionsfr. 'ffiQl to Q7.
2. Questio4.&d&8 is compulsory. .iF"
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What is meant by theffief;p'ffrg CAP? d#;*
Discuss the characterffi of services compared tffibods.
Explain the factoqffi influence customer qrpe0tations of service.

ileh" "€l'+x+&'tlr-^ . 
"

.rn,'
What is meanhby remote encounter? r. '

Discuss&e' olution ofrelationshio mtrketine.o iscuss+ge'#b lutio, o f relationshi,qmdrketing.
Explp,i -bases 

of market seg"ll]ryWion.
''t:+r t:

.tj,,. r :t\l Jk"
What is offensive marketir-ry oiservicest ;*h li .'tT*-

rjh*&Im{, ry je?&

Explain the optimal versu'ffiaximum use of cffiffiy. *ff
Discuss the criteria for'"'f;h"*effective service fuSch program. . d" ln"*
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What are hard standards in services? -

Explain the chbl,tbnges and risks iri+ii&ld managemen&., *.

Discuss the Strategies for shifti#g,rderirand to matcfu. cppacity.
,.r6ll:l,,fu ,n,'t''%,ris r;* .':-'t 

--,tr
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WhSt iS quality/ produc+i,.frrtrade off? .*j:.
Dlscuss the critical role.of service emplo-yCffi

llHdp luin the strategi€$, fpr enhancing cusfiiffibr partic ipat ion.
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What is meah#by non monetary'a6*tts?
Explain tHS giCing strategies wH'en the customer means value is low price.

Discuss the iategories of stratdgies to match service promises with delivery.
.. r,:til-.."
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What is role of franchisefi in services distribution?
Explain the stratogd_c iole of services cape.

Discuss the guifie{mhs for physical evidence strategies.

I of2



16/17MBAMM303

$#
I CASE STUDY [ComPulsorY]

lr, ":

Skywalk Airlines is a new domestic ai6l'ifiWfloat.a 
9.V 

a $oup of NRIs with an Indian

businessman as a equal partner. It wants]&rg",.. the tndian skies"in'eompetition with the

^..r^-+ I^*aa+in oir lirac ii[* ff:'current domestic air iines-. ,.'&,,. .fu""

Mr. Wadhwa, the general *4qug.flHR) appoint.d 
-b.V 

Sklnvalk, has a daunting task

ahead of him. He has to iurd pilatg,ffiin crew and ground hendling staff for the airlines in

four months flat. "-' +

The dilemma before h-ifqke many. Skywalk hasia tow brand equaity, therefore it

would be tough to attract tfrt Uest talent. Its capacity.tg ryy high wages is not questionable,

but whether business wilLbddight enough to iust4[.n:,Se high wages in future, is a question

that is unanswerea as*"df #n seconAly if new re,pgiitp"hre hired for cabin crew and ground

handling positions thq'hhive to be trained adeqif f. And given the time constants that

lnnks fif.e a toueffitdsf. Mav be trainine pan"sbe out sourced or temporary help can belooks rt d a toug#P+Ss[. May be training
summoned for@g6hde foreign country hirin

But rnost*dBtll Mr. Wadwa is wqildr

e;i;#fuiuccess or failure of the atrtne, should he focus on good looks and personality

or u"e6o&chool and college ande.edrnmunication skill,,$p+rwas it high IQ that was needed?

ffir ffiSt slinl in the hotel i"auttfy had.given f*. 1.4ffio:'t.deas, 
but he was not sure if any

differentskillsetswereneededintheairlinesindustry"
Can you help Mr.ffi|,niwa with his imme.&iatb lilemma andinumerate the skill sets

needed by : ,="*3' .u,:" #

selecting-tfui'Sontline staff who will inie6ct with customers on a regu

--------J - 'p\ 1%,'. "-**,1 
";,,

Ouestionsl ,, d {,u1fty= ,*,u,,',*,i*

q,, ,& * ,o , ; (04 Nlarks)

b. The ground sffiandling check r+ff-gustomer interactionsi (04 Marks)

c. The baggage*1ffin'dlers. ts# (04 Marks)

d. tn what uqV^ivould they o{ficq#Mrfrine skill sets ntffdad in the hotel industry. (04 Marks)
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