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Third $emester MBA Degree Examinfrftflon, B'eb./Mar.2022
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Senrices Marrc{ing

Time: 3 hrs. ,,,.,.,. ",',r;, 
"'' . 

.-;;,IVtu*. Marks:100
*e;'-i::"' *; l";-

Note: 1.. Answer any FO.**(lRf*ll questionsfrow QI to.Q7,
2. Question No:,!'&u{ompulsory. u''

I { ,r*' ,1wry*'--ffih* ffi%'
I a. Defrne service encounter witffitxample. (03 Marks)

b. Explain various elements:.p&*#vice marketing Triangle. (07 Marks)
c. Deflne different type+#Wice research. *,: 

* 
(10 Marks) I
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2 a. What is the difffiie between hard an{edifffibndards? (03 Marks)
b. Explain thgtv,qfling line strategies. ' (07 Marks)

(10 Marks)c .'l-;$;9'rysons ror ristenins l"l'l' 
,

, i-\'
3 a. Define Zoue of Tolerance- :!r , ' "' i ,.J$* (03 Marks)

b. Discuss the service pricing strategies. t, l" ^ 
",, (07 Marks)

c. Explain the factors that;ar,p"*inlluencing custpmdlhekpectation of seruiees. (10 Marks)
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c. Explain the human resource strategies for closing GAP.3. (10 Marks)
.#.i $", "a . ;. ' 
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..-.*5t,5 a. Q"efure boundary spanriefql" ,-,'W" (03 Marks)
5"lruffi5iplarn the types ofsefvicescapes. ' "- (07 Marks)
bts'$Explain the strat$Jli$s.for matching gappcity and demand. (10 Marks)

,i'-id;' ..-'".ii::*''-''q"':'h'j' '''*j6 a. Enumeratd.*hb key reasons folpo'Smunication gap.
b. Discuss the customer's rol&.in service delivery.
o. Discuss the criteria 5.-u6ffictive service research program.
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7 a. What is Yield,,Mii$dpement?
b. Explain serviceimarketing mix.
c. Explain t"he strategies to match service proniise with delivery.

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

(03 Marks)
(07 Marks)
(10 Marks)
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8 CASE STUDY [Compulsoryl

and nearly 7,60,000 rooms in $
The information collected vi
prior complaints made d

xa year. Such a system ,,ge{trires an extraordinary
capture information from Hiltons over 4,600 hotels

bQ i, combined with tlWr"stomers stay history and any
vious visits. The entire packet information enables many of

" 'L
+iar .*.

a. Wna:i*1tf*tiative did the Hilton tfutbi"tut. to build cus1gffii relationship? How it witl change
]:Y

"' $,h $ 'r. ,<*t-

the employees role? .d .";#ruf' i\ (10 Marks),

b. What ire itre U.o.i,tr Aq-d*,t# Hihon Hotel ffiv enhancing'9ffi*", relationship?

Explain. 6ffi- ,#,, 

t.._'" - 
.:i: (10 Marks)

r' ; l&, rPSu*. '1ll'

'rliilr: .d!,.tr1

lo\,.

l*a${ct ''

2 of}

in

i:r i;:i:liiii5;

Hilton Hotels has an integrated technology platform called ooonQ" that provides the

basis for its Customer Relationship Managerppnt"(CRM) system. OnQ centralizes all of the

personal profile information that guests pro,yifr*to Hilton via hotel or centrai reservation,

Hiltons 300,000 emplgy.ses to recognize and re
message, ro.om upg4edes;, or information relq*ed(

mechanism for Hilto'ff*ufflotels to learn and remetr

e.w....ard guest with appropriate welcome

iI'ffi previous visits. OnQ provides a
Hiltons 300,000 employ,qes to recognize and r-q.v!Lq$ guest with appropriate welcome

message, room upg4ades,, or information relqfg.{ 'to previous visits. OnQ provides a

mechanism for Hilto&ffiotels to learn and renrHnber cu$torner interest and preferences.


