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

(03 Marks)
(07 Marks)

challenges?
(10 Marks)
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Third Semester MBA Degree Exatnination, Aug./Sep.t.2020
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Senrices Mhfketing "-..="""'

Time:3 hrs. ... ,, ,,,,,. 
"Max. Marks:100

Note: 7. Answer any,{,AIJRfull questions fro.mp to Q7.
2. Question,N,*..$,lh compulsory. 
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What are the five key dinr-Ensions of service quality?Eiplain.
Explain the factors that influence customer expectation of service.

la.
b.
c.

2a.
b.
c.

3a.
b.
c,
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What is zo4p-oflolerance? (03 Marks)

Explainffi 6-n.efits of customer firm relationship for both customers and firms. (07 Marks)

DescriU't tlitrvarious types of serv;.o€-,fimarketing research ${ldies. ' (10 Marks)

Differentiate hard and soft cu*gtci'mer defined servige itandards. (03 Marks)
":

What are the guidelines.ffi.iiffileffective physicaffiilfr@dnce strategy? Expiain. (07 Marks)

Explain the strategies frirdelivering service quality through people. .,.. (loMarks)

"',,.., ''" 'i,rlat 
,,,,,""'rill,,,,..,:,:::::.:,,. .,., ;r liiirt :

a. List the capacify-s-onstraints for services.-. '!'' "\;f (03 Marks)

b. Explain tfrl compiit of services marfiEfinE triangle with a dia$am. (07 Marks)

c. Describe the steps involved in settin$lctrstomer definq,q{,,S.gpvice standards. (10 Marks)
, 'r:, "::::,

a. What K,flhysical evidence? " (03 Marks)

o'.,,,3.,.i'X'utn the ttrree maJorry.iilaved bv t':..1*1.:* in servrce creation and delivery 
(07 Marks)

gjj:pescribe the strat,e,, 
ry 

:for matching capaciiy'and demand. (10 Marks)

_l!(i. " ii
.,,,.. ,r'l.i' ,iilil.il;'li.

a. What are t4qtgleis efboundary splmitrs?
b. Explain thd:B'ftnsive and defensive'marketing effects of services on profits.
c. What are the five major..ra-ppioaches to overcome service communication

Explain.

a. Define non monetary Costs. (03 Marks)

b. Explain the diffei$dt waiting line strategies used by service providers. (07 Marks)

c. Explain ttre threg,'approaches to pricing of services and challenges associated with there use

for services' ,,:,' . (lo Marks)
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Case study

Sunriver Resort is situated on 3,300 acres
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high desert terrain. According to

and over 225 pivate condominiums and r guest rental. Appr8iimately 1600 people

live year .orrnd in condominiums or.houses and another 2,00,00CI people visit the resort
,:.',.{.][ "]:i!

annually.

and demand. tn the summer,lj&ifu roam around and in th-' Winter skiers flock to the resort

rally.
Like other resorts, lt tras tr,rxr+Ji&inct peak seasons duri{g Which it must mange supply

demand. [n the summer,lieifu roam around and in thp Winter skiers flock to the resort

to ski. ^.,,,,, n, "ii',o

One of the typical r$;ri' i, matches supply w[p-hldEmand_is with differential pricing'

Visitors pay three rut"g;'a#lnaing upon tfr. Autlr ettti.rr visit. The pricing tiers are referred

to as the ,,low", "v.alue;;;!.ind "peak'; season ratesr,Viiitors not staying at the lodge can also

--- 
A"o*r"r,**,,.ali moi used by it is q strig[ent reservation system. Guests must deposit

un uau*". .qra ,o two nights stay wittrih,,lt days of booking there reservations. They also

must give 2tqdays cancellaiion notice in,order to get their deposits back. If the resort is over

t;;k"?*&65i5'ieserving roam and.s5i.tes may be given up-g.,pdes into private condominium

or homes.
Sunriver has also developed""'@s to stimulate dpl.mma at low - l:lsage times. When

bookings are needed, the.resent advertise ski .a$!!u packaggs ."lr,l,P. radio and in

,.*rpu!".r. Besides tfrir*fiS-Oft rents and setls eibs, provides h{1}t,1ides and pony and

trailridis.Dailyactivitte-s:..srkidsaged3tolu0.arrp.aIsoprovided.

Questions :

a. rrfrn-u.e,1c.rc$ trained cross glinqi,b"to perform atui'activities would Sunriver

lly* proaur.tuity by cross trainige,It$;employees, many ofwhom are seiNon't 
AT#I;tlme.

b. Discuss the turrent methods 5tiwives is using tiii" age supply. Do you have any

suggestiffir Sunriver to *argEdply more effectiv-ely? . (05 Marks)

c. W[it+iS*" Evaluation 0f,,,,,sti ives strategy- for managing demand? Do you have any

suggestion that will allo*,$rniiver to manage'"dprnand moreeffectively? (05 Marks)

d. 11j;important is it for'ffiver to keep a.1b$.of demand.pattems? What type of records

,"'.ti5fa ytu keep? rc an having u rcsNiniof demand variations help them in managing
n',ftrpptv and demantl?= :." ,,, (05 Marks)
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