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3a.
b.

4a.
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5a.
b.
c.

6a.
b.
c.

la.
b.
c.

Note: 1. Answer any FO(IRfull quei;tionsfrom QI to Q7*,\,,,,

2. Question No.8 is cogffibry. --tt.,,:htu_S t/
Define Service. ffih
Differentiate Goods and Servicet..rru Bl *k
Explain the GAP Model with a Fq!.$Ur"*ral 

diagram' dk{'"
Define zone of Tolerance. 

**l

&"w
Differentiate'Hard' aritl:{Soft ' Standards.

*%

types of constraint-q faoing services?

sion Making Procesq*

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

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

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

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

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

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

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

Define zone of Tolerance. d%T**
Explain Service MarketingT$affile.
Discuss the Market Segmffiion Strategies.

What are the four
Explain the

What are Bo
Describe Intermediaries of S ervises.

*t

Case S-pudy[Compul
The@fayo clinic

in th6 ri6dd. It has 1

b,elidfs and its'relent

ffifu" back to the clig
$rn11,i-::'"16rr, of the orsaniz*

largest in not-for-profit medical practice group

f the most services bmnds on its firmly held brand

on the ce. Two interrelated core values that

team work. EverySffect of the patffi.,gxperience is considered. From public exam rooms to

laboratory, ffio'ficilities haveffidesigned so that, in the words of the architects of one

of the buiffiS 'patients feel *:ffie better before they see their doctors". The 20 story

Gonda buiiffi in Rochestel, lv$innesota, has spectacular wide open spaces, and the lobby of
the Mayo ctinic hospital"fupcottsdale, Aizona, has an indoor waterfall and a wall of
windows overlooking ffifpntalns. In pediatric exam rooms, resuscitation equipment is

hidden behind a large ffi.{.y picture. The rooms feature microwave ovens and chairs that

really do convert -to bgdr, oni of the staff member explained "People don't come to the

hospital alone". .', 'r,

Questions ;:g6P; '

a. How Mayo c$ni6 highlights the service qqality by applying the marketing mix of services.
1*, '' (10 Marks)

b. Identiffifpositive factors that influence the customerperception of services. (10 Marks)
.d tul'Ssi''Y * {. * :f *
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