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Note: 7. Answer any FoUfrffil questions -from Q.ffiff to z.do
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I a. Define trailer calls. .i'"'*ti13$** "'i'{ (03 Marks)

b. Explain various elements ofsdttice marketing trianglq. * (07 Marks)

c. Explain strategies tbr edli4qping customer partictpat$rE* (10 Marks)

F,/2 a. Define serviceffiffier. ,.,j;l**. 
" 

(03 Marks)

b. Explain brieflfltft.{rpes of servicescape-ry.,1';i:ij* (07 Marks)b. llxplam brleily tq$l:tlpes oI servlcescape,F^*_l.y

c. Explain diffeq$tTrees of service researdfi;.1;i"
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3 a. !fhu** the hard and soft stanffis?
b. Define Franchising. Explain its;tili$artages and di

(10 Marks)

(03 Marks)

(03 Marks)
(07 Marks)
(10 Marks)

b. Define Franchising. Explain its ddriantages and digaffigtages. \ (07 Marks)

c. Explain strategies for matshin$capacity and de^uffiiQ"t *; TP (10 Marks)
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\' 'T *';-:r '4 a. Define Services. r$ 
{ts #;'e*1,? - \ (03 Marks)

b. Explain Waiting"l*#dstrategies. **$. uJ]}ff" (07 Marks)

c. Explain strategieslpr closing GAPg. Sgh*+ & *I$xer' 
(10 Marks)
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5 a. What i**bld Management?. *u i-: ,'i*}v (03 Marks)
" qls d "" '"'

a. Whati$ffikldManagement?u", *'r *ms', (03Marks)

b. Expffilricing Strategies..,,q"jl%M.-' (07 Marks)

c. ExplHTnthe GAP's mod.pfui,$idrvice quality.lyitlfthe help of diagram. (10 Marks)
.f-::' gt-"{* ,'"*
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6 @Whut is Physical#vi&&rce? *, (03 Marks)

b.d Wtrat are search-'-gvrsus experiendq. fersus credence qualities? Exptain with appropriate

examples. ffi *:* * (07 Marks)examples. ffi# ,^|tryflfi- (07 Marks)

c. Explain fqffbgories of stratfuffiio match service promises with delivery. (10 Marks)
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7 a. What is emotional labq-ut in service marketing?
b. Explain different levels'^ofrelationship strategies.

c. Explain the factoqthfit are influencing customer expectation of services.
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BMW, the German car manufacturer, unk#ffiusiness merger acquired-Rover cars

from British space with brands such as land rgm#ffini and mg. The company also invested

trtffi

in producing certain new models. {'fu*
The compatry also invested in prqffiCt6$ certain nery,mo-de' 
The i*puoy also invested in prqffStpg certain new. mo.dek#M March 2.Q!0, ihe

BMW how"r., d"ruttated itself of tntnq,fu"ur tompuny. The-dpiffiwas based in view

of the declining sale of the Rover brartffihe Rover share of the\J-I( car market declined

from 40o/o in 
-1960's to around dffihin January 2000. Thp BMW had suffered a loss

anrounting to pound Sterling 8offion in 1999. The Bh{"ffifound Rover to be liability

rather than an asset. *,ffi* q;*
d

Ouestions:
a. DG"ilr th" factors resffii&le for the decline of

Ouestions: ,,*. d ffi"' . --. \a. Disc r th" factors resffiible for the decline of $ffi,ff%ales. (10 Marks)

b. Discuss the consequffiof business for massffiffuction car firms in the over capacity

discussionofworlelcffi&arket. * * (l0Marks)"^ ' - dS-W no o*
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