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Define Service.

Discuss the elements of
Explain Gap model of serv

Note: l. Answer any FOURfull questionsfrom Q.No.I to Q.No.Z.
2. Question No. I is cofrluliory. {,,,'1,'u 
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Max. Marks:100

(03 Marks)

(07 Marks)

(10 Marks)
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suitable examples.
(10 Marks)

(03 Marks)

(07 Marks)

(10 Marks)

(03 Marks)

(07 Marks)

(10 Marks)
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What is zone of Tolleffiffi " :"_
D iscus s characteristicffi service s that different ia'td"it fr om products.

What is service gffuotrnter? Discuss the types of service encounter with

-l''iPtu
defund.

a. What do you mean by boundary spanner?

b. Write a shortffibn Emotional l{iour. Explain the cause of emotional labour.[,c'' *"::.,;:]s o f interm'o*'ksinbe deliv"v'',r:ffi

a. wh iou mean bv SffiV;d$art .s 
::"!:'

b. Dis.ouss the componentffiBrdn-monitory p{iqfu in service.

.:;,.rl.ir.urs 
4 categoriefugf*stffitegies to match service promise with service delivery.

a. ' What do you me&*6y Service Scapb,fl

b. Explain impoftance ofphysical q^1iffie.
c. Discuss the types of service scape in detail.
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8 CASE STUDY: (comPulsory)

'Dining with Dynamic Pricing'

Typically the restawant uses dini

about all restaurants in an

'www.dinebroker.com' d

Flexible or Dynamic pricing and Restaurant indffi,flinvolves charging menue price by hour

or time of day to attract diners in non peak hdfuqi-Cuch as afternoon between 2 and 6 pm or

late evenings. Restaurant may use discoffi,sdch as l5o/o to 30olo 
"q,f;,.!qtal 

check, to build

traffrc during offhours.

service*ffi.rnirbroker.com t.n 
i:,,ffistaurants 

to pay a 

1;llriftion 
of 49 dollars a month.

?

a.

b.
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Discuss business opportunity itentified by the p.,,41ffiaffitator 'www=diiiffiroker.com'.^ ."=:=$.=b q .:::*:i (05 Marks)

'".ffi* .."." **' o' "'

Express your view w.hyThere would be a-dynamic pricing p*mgy required by a restaurant

during non peakffis. 
*. i _,.$ #i*- 

(05 Marks)

Discuss varioiiffiicing strategies ffi 6c{in be adoptedbya restaurant. (10 Marks)
.. €:l:i:i
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