50, will be treated as malpractice.

Important Note : 1. On completing your answers, compulsorily draw diagonal cross lines on the remaining blank pages.
2. Any revealing of identification, appeal to evaluator and /or equations written eg, 42+8

USN 18SMBAMM303
Third Semester MBA Degree Exammatmn, Dec.2019/Jan.2020
Services Marketlng

Time: 3 hrs. wm%\/lax Marks:100

Note: 1. Answer any FOU. /: ull questions from Ql\ﬂ?)@ff to 7.
2. Q.No. 8 is compi lsmy
1 a. Define trailer calls. k: (03 Marks)
b. Explain various elements of _service marketing triangle. N (07 Marks)
c. Explain strategies for erth4 g};@g‘gmg customer part1c1pat10n (10 Marks)
E[‘@;w ¢ g
= T &
2 a. Define service g counter (03 Marks)
b. Explam brleﬂ}ﬁ e types of serv1cescape (07 Marks)
C. (10 Marks)
3 a : (03 Marks)
b. Define Franchlsmg Explain its ad@antages and disad (07 Marks)
c. [Explain strategies for matchmg capacity and demﬁﬁtf; (10 Marks)
4 a. Define Services. (03 Marks)
b. Explam Waltmg Lme Strategles (07 Marks)
c. (10 Marks)
5 a. What 1%@%1d Management?m (03 Marks)
b. Explam“’Pncmg Strategies, (07 Marks)
(10 Marks)
o
6 a %What is Physical. Evﬁence" (03 Marks)
b.” What are search Versus expcrlenee,« versus credence qualities? Explain with appropriate
examples. (07 Marks)
" ¢. Explain f@w&?g 3g@a%gﬁegorles of stratéig‘&s to match service promises with delivery. (10 Marks)
5 | /{iﬁx”\‘ @%»

7 a. What is emotional labqu i in service marketing? (03 Marks)
b. Explain different levels of relationship strategies. (07 Marks)
c. Explain the facto& that are influencing customer expectation of services. (10 Marks)
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CASE STUDY

BMW Marketing Experience }a'

BMW, the German car manufacturer, under ' %usmess merger acquired Rover cars
from British space with brands such as land rov*e@" @gmm and mg. The company also invested
in producing certain new models. e @

The company also invested in pro ué‘m certain new mode%gy»l March 2000, the
BMW however devastated itself of the ¢r' car company. The dee on was based in view
of the dechmng sale of the Rover brand,, The Rover share of the YUK car market declined
from 40% in 1960’s to around §%in January 2000. The BMW had suffered a loss
amounting to pound Sterling 80! rﬂion in 1999. The B %@i'ound Rover to be liability
rather than an asset. %ﬁg

Questions:

Discuss the factors respb'@% le for the decline of R6X (10 Marks)
Discuss the consequ&g%ﬁof business for mass 0 uctlon car firms in the over capacity
discussion of wogl% car market. & (10 Marks)



