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Services Marketing

Max. Marks:100'l'ime: 3 hrs.

Note: l. Answer any FOURfull questionsfrom Q.No.1 to,Q.No.7.
2. Question No.8 is compulsory.

Detine the concept of Service.
Brief on the concept of Service Marketing Triangle.
Summarize the factors influencing customer expectations of Service.

Define Service Itesearch.
What are the l<ey reasons lbr GAP - l'/ Explain the strategies lbr managing this Bulr, 

*ururl
Discuss the levels of retention strategies in detail. (10 Marks)

Define Hard and Soft standard of Service. (03 Marks)

Quote the challenges of matching supply and demand in capacity. (07 Marks)
What are the strategies for Managing capacity to match demand? (10 Marks)

Define Ernotional Labour- i (03 Marks)

What are the strategies for closing GAP3? (07 Marks)

Briefly explain the strategies for dOlivering service quality through employees. (10 Marks)

IIIiIIIlilli,lr;:
'I'hird Semeste

(.)
o
O
L
o.
cd

c3

a
0)

ox

adu
-; v'
L.r
(oo

(9<f
E ^."o::
oi
-O:EE

*-

o=

U()

o0<<gd
"o>r

-o <d

-q)
5Il

Fa.
o .-t

o:
6,i
!o
o./
>' q-

u=
E"
o-

rJ<
-N
o

7.
tr
L
o
o.
E

<r-

b.

(,.

a.

b

U.

a.

b.

c.

a.

b.

c.

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

(03 Marks)

(03 Marks)
(07 Marks)

(10 Marks)

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

(03 Marks)
(07 Marks)

(10 Marks)

5a.
b.

c.

Define Service Marketing Communication.
What are the various approaches to pricing Services?
Explain the four catcgories of strategies to match servicc promiscs with delivcry.

What is Physical Evidcnce?
Explain the role of Service Scapes.

Explain the element of physical evidence in services.

Define Consumer Behaviour in Services.
What are the thctors that influence customers perception of Services?

Discuss the types of Services encounter and factors affbcting Service Encounter.
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8 CASE STUDY (Compulsory ) :

Private FM radio Industry in India is currently in nascent stage. Currently the FM radio
market has presence o1'six domestic players. Government of lndia has initiatcd thc proccss of
expansion in this sector by inviting more private players through auction. AIIII is lcading
private entertainment cornpany ol'V.S having vast portlblio o1' f"V and radio channcls. 'l'hc

bo*pony has approached you for customization of its FM radio services fbr Ilangalorc Marl<ct.

You being a Market Corrsultant, suggest.

Questions :

a. Suggest suitable S.T.P for'the Company. (10 Marks)

b. What promotional strategies will you suggest to grab a major pic of market share? 
(r0 Marks)
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