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USN I 2OMBAMM303

'l'hird Semester MBA Degree Examinationo July/August 2022
Services Mark'eting

"l'irne: 3 hrs. Max. Marks:100
Note: l. Answer any FOUR.full questions.from Q.No.l to 7.

2. Q.No. I is compulsory.
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What is zone of tolerance'/
Explain the ditl'erent types of Service Research.
Discuss the steps in creation of service vision.

2 a. What are Hard and Soft standards'/
b. Discuss the reasons for growth of service sectors.
c. Explain the strategies for enhancing customer participation.

Mention the elements in service marketing communication.
Explain the key reasons lor Gap 2.

Describe the strategies lor influencing customer perception.

5 a. What is Service Performance Gap?
b. Explain the elements of Physical Evidence.
c. Drscuss the elements in service marketing mix.

What is Service Scape?

Explain the strategies for closing Gap 4.

a. Define Relationship marketing. (03 Marks)
b. Describe the key intermediaries fbr service clelivery along with the benet.its. (07 Marks)

c. Explain the strategies fbr building customer relationship through retention stratcgrcs.
(10 Ma rks)

(03 Marks)
(07 Ma rks)
(10 \{:rrtis)

(03 Ma rks)
(07 \,lirrlis)
(10 Marks)

(03 Marks^)

(07 Marlis)
(10 Martrs)

(03 Mrrrl<s)

(07 Marks)
(t0 Marks)

(03 Marks)
(07 Marks)

a.

b.

a,

b.

c.

What are waiting line strategies? (03 Marks)

Explain the diflbrent service pricing strategies. (07 \4arts)
Discuss the four categories of shategies to match seruice promises with delivcry. (10 Marks)

Discuss the framework for understanding service scape and its effbcts on behavior.(10 Marks)

8 Casg Study (Compulsory) :

Zomato, an online restaurant discovery platfbrm where customer can find rcstaurant itt

a particular area, their menu, place order and pay online. l)eliverv part is takcn carc h),thc
restaumnts. Moreover custonlers can give review about the restaurrtnts and clr.ralrty ol lbod

which helps the restaurants and cllstomers to have a better experience, lnternct and rnobilc

application are the only channel used tbr the whole process for customers to find a suitablc

restaurant with better discount deals and to place an order. Facebook. Twitter ancl l)inlcrost

are the 3 main platforms which made the base for the success of Zomato with a dccp

. presence among their customers. Zomato wants to start delivering the ordcrcd lood to
customers dooi step by their own, which 'was earlier taken care of by rcstaurants
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restaurant booking,ft'hc firm plans to focus on $egmcnts such as online,:frod ordering,
subsoription based services and billing in restaurantg.

,:
Qugslrons:

a.

b.

Describe the exact nature of'services proqidd by Zomato, (05 Marks)

L,xalnine how the services provlded hy 26rnato can be equally utilized by customcrs and

restaurants. (05 Marks)

Identi$ the, channels that ef4f the services provided by Zomato. Justily thc
effectiveness. , ' (05Marks)

c.

d, Suggest str&tegies for Zornatbl$iffimre iervipes to enhance seryice performancc, (05 Marks)
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