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M.B.A. DEGREE EXAMINATION, JUNE 2019
Fourth Semester
SERVICES MARKETING
(2015 and 2016 Admissions—Supplementary)

Time : Three Hours Maximum : 60 Marks
Part A

Answer all questions.
Each question carries 12 marks.

1. (a) Discuss the factors which stimulating the transformation of service economy.
Or

(b) How do you define a service ? In what ways, is it different from a product ? What are the
implications of involving the customer in the production process ?

2. (a) Consider arecent service purchase that you made. Which of the factors influencing expectations
were the most important in your decision ? Why ?

Or
(b) “Physical evidence can be part of an effective delivery strategy”. Discuss.
3. (a) ‘Pricing of services is more flexible than pricing of goods’. Discuss.
Or
(b) Explain the promotion objectives used to target different customer groups.
4. (a) What is quality of service ? Explain the dimensions of quality of services with illustrations.
Or
(b) What are the elements of tourism industry ? Explain these in the Indian Context.
(4 x 12 = 48 marks)
Part B

Compulsory Question.

5. Compare and contrast the employee’s attitude and behaviour towards the customers in the following
organizations :
(a) Canara Bank and ICICI Bank.
(b) Indian Airlines and jet Airways.
(¢) Janata Bazaar and Food World.
(3 x 4 = 12 marks)
[5 x 12 = 60 marks]
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M.B.A. DEGREE (SUPPLEMENTARY) EXAMINATION, NOVEMBER 2016

Third Semester
SERVICES MARKETING
(2012 to 2014 Admissions)

Time : Three Hours Maximum : 60 Marks

1. (a)

(b)

2. (a)
(b)
3. (a)

(b)

4. (a)

(b)

Answer all questions.
Each question carries 12 marks.

What is meant by service marketing ? Explain the nature of service marketing. State the
differences between goods marketing and service marketing.

Or

Explain the role of services in Indian economy. State the factors stimulating the transformation
of service economy.

Explain the issues in assessing customer expectation and perceptions. State various components
of customer expectations.

Or
Discuss the significance of segmentation. Also write in brief different bases of segmentation.

What are the advantages of branding the service products ? Explain the factors to be considered
in pricing the service products.

Or

‘Physical Evidence’is very important to financial services organizations. Explain with relevant
examples. State the differences between mediocrity and success.

Enumerate the role of quality in services. How to improve the quality of services ? Give some
guideiines.
Or

Discuss the marketing mix (7Ps) for Hospital service, Education service and Insurance sector.

5. Compulsory questions :

Taking the example of tourism and media service, explain the following :
(a) Role of pricing.
(b) Importance of physical evidence for it.
(c) Bases of market segmentation.

(5 x 12 = 60 marks)
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M.B.A. DEGREE EXAMINATION, JULY 2017
Fourth Semester
SERVICES MARKETING
(2015 Admissions—Regular/2012 to 2014 Admissions—Supplementary)

Time : Three Hours Maximum : 60 Marks

L

(a)

(b)
(a)

(b)
(a)

(b)
(a)

(b)

Answer all questions.
Each question carries 12 marks.

Discuss the classification of Services and explain differences between Goods and Services.
Or
Give the classification of services and the different marketing challenges in service business.
Elaborate the facts and importance of consumer behaviour in services.
Or
What do you mean by service encounters ? Explain the different types of service encounters ?

Discuss the importance of non monetary costs in pricing decision of services taking the example
of health services.

Or
How can you educate customers in developing tourism industry in India ?
Define “service recovery”. Explain various ways to recover service failures.
Or

Discuss the various strategies to improve service quality

Compulsory question :

Identify 2 services that can be distributed electronically and discuss the challenges involved
in it.

(5 x 12 = 60 marks)
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M.B.A. DEGREE EXAMINATION, OCTOBER 2019
Third Semester
SERVICES MARKETING
(2018 Admissions—Regular/2017 Admissions—Supplementary)

Time : Three Hours Maximum : 60 Marks
Part A
Answer any five questions.
Each question carries 6 marks.
1. Highlight the special characteristics of services marketing.
2. Write about the implication of perishability of services.
3. State the meaning customer expectation and perceptions of services.
4. How will you segment the service markets ?
5. What are the various methods of Services Pricing ?
6. Explain the important components of a services blueprinting.
7. State the Gap’s model of service quality.
8. Suggest suitable solution to overcome the challenges in Social Services Marketing.
(5 x 6 = 30 marks)

Part B

Answer any two questions.
Each question carries 10 marks.

9. Write an essay on evolution and growth of service sector in India.
10. What uncontrollable elements may influence a consumer’s perception of a service product ? Explain.
11. Service Organizations may have a limited view of the very wide range of promotional methods
available — Discuss.

12. Explain the SERVQUAL attributes with special reference to education institution.

(2 x 10 = 20 marks)
Part C
Compulsory question.
It carries 10 marks.

13. Choose any service of your choice and discuss the marketing implications of intangibility,
inseparability, heterogeneity and perishability as applicable to the selected service. Give suggestions
for overcoming these implications.

(1 x 10 = 10 marks)
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M.B.A. DEGREE (REGULAR/SUPPLEMENTARY) EXAMINATION

FEBRUARY 2015
Third Semester
SERVICES MARKETING

(New Scheme—2012 Admission onwards)

Time : Three Hours Maximum : 60 Marks

1. (a)

(b)

2. (a)

(b)
3. (a)

(b)
4. (a)

(b)

Answer all questions.
All questions carry 12 marks each.

Describe any six characteristics of services which distinguish Marketing of Services from
Marketing of Physical products.

Oor

What is so distinctive about services marketing that it requires a special approach, set of
concepts and body of knowledge ?

‘What are the basic steps in Market Segmentation ? What specific challenges exist for service
organizations when it comes to segmentation ?

Or
How will you fulfil the customer expectations ?
Explain the factors affecting pricing policy of services.
or
Define Service Blue Printing. Explain the steps involved in it.

Briefly explain the Gaps Model of Service Quality. Also suggest the strategies to reduce the
identified gaps.

Oor

Suggest suitable strategies for improving service quality in case of Multimedia.

5. Study the following case situations and answer the questions given at the end :

The amusement park with a successful history was now facing problems. It had its

first money losing last year followed by another one now. The park had three ways to bring in-
more revenues : increase visit per customer, increase average spending per visit or attract new
customers. Because of a mature industry all three were hard to do. As pulling in people from
broader geographical area seemed an unlikely proposition due to the wide availability of such
parks, attracting new customers required new value proposition. With this background, it was
proposed to offer a “preferred guest card” to win more business from moneyed and time pressed
group of people. Under this plan, visitors could pay an additional fee to get free rein of the park :

Turn over
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Card Holders would enter the ride through separate lines which would give them first crack and
theywould be seated immediately at any in-park restaurant. It was hoped that this plan will help
to up- sell the people who are already coming to the park. And by making it possible to spend less
time in queues, the guest card will also attract a different type of customer-time starved,
high-income professionals and their families, who might ctherwise avoid the whole experience.
However, certain objections were raised against such a scheme. “I don’t even think it’s a great
experience for the preferred guests. Who want to feel all that animosity diverted at them ? The key
to this business is the customers feeling good while they are here. With this scheme neither side’s
coming back” commented an executive. A possible solution given to this was to separate the lines
and limiting the percentage of special tickets issued on any given day. If the ‘preferred guest card’
scheme was not implemented the park might be forced to raise price across the board.

Questions :

(i) Evaluate the ‘preferred guest card’ scheme and give your recommendations to the
management.

(ii) Describe the demand patterns that you would expect at an amusement park and the
underlying causes.

(iii) Suggest some ways of managing waiting lines at amusement parks.
(5 x 12 = 60 marks)
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M.B.A. DEGREE EXAMINATION, NOVEMBER 2017
Third Semester
SERVICES MARKETING
(2013 and 2014 Admissions—Supplementary/2012 Admissions—Mercy Chance)
Time : Three Hours Maximum : 60 Marks

Answer all questions.
Each question carries 12 marks.

1. (a) Discuss reasons for the Growth of the Services Sector in India during the last ten years.
Or
(b) Explain the concept of services. What is future of the service sector in the Indian economy ?
2. (a) Discuss about customer expectations and perceptions of services.
Or

(b) Differentiate between high contact service and low contact services. Explain its significance
in various fields.

3. (a) Discuss the methods of pricing the services and trace the scope and challenges of pricing the
services.

Or
(b) How are services branded ? Discuss the challenges faced in branding of services
4. (a) What is service quality ? Explain SERVQUAL model with example.
Or
(b) Discuss the Gap model of service quality.
5. Compulsory question :
Highlight on various IT enabled services and the role of IT in BPO’s and KPO'’s.

(5 x 12 = 60 marks)
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M.B.A. DEGREE (REGULAR) EXAMINATION, MAY 2014
Third Semester
SERVICES MARKETING
(New Scheme—2012 Admissions)
Time : Three Hours Maximum : 60 Marks
Answer all the questions.
Each question carries 12 marks.
1. (a) Explain the tangible and intangible spectrum of services with the help of service continium.
: Or
(b) Explain the features of different types of service encounters.
2. (a) Explain the process as an independent service marketing mix with suitable examples.
Or
(b) Explain the role of ‘people’ element in services marketing mix.

3. (a) Identify market segments for a tourism location you are familiar with.

Or

(b) Suggest suitable demand and capacity management strategies for an airline service operator
_ during different demand situation.

4. (a) Discuss the role of service employees in bridging the service quality gap and promotion of

services.
Or
(b) Explain the customer management strategies of a service organisation.
5. (a) Explain the different methods of service recovery.

Or

(b) Develop a promotion mix for a transportation service organisation.
(5 x 12 = 60 marks)
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M.B.A. DEGREE EXAMINATION, JULY 2018

Fourth Semester
SERVICES MARKETING

(2016 Admissions—Regular/2013 to 2015 Admissions—Supplementary/2012 Admissions—

Mercy Chance)

Time : Three Hours Maximum : 60 Marks

1. (a)

(b)

2. (a)

(b)

3. (a)

(b)
4. (a)

(b)

Answer all questions.
Each question carries 12 marks.

Using Concept of Goods and Services, describe relationship between Goods and Services with
relation to buying and selling of bikes.

Or

The need and variety of services will depend on the social factors. Illustrate this view point
with examples.

What do you mean by positioning of services ? How will you position public utility services ?
Or

What are the types of market segmentation ? List out the factors to be considered for market
segmentation.

What do you mean by service recovery ? Discuss various service recovery strategies.
Or
What do you understand from service blue print ? Draw a service blue print for airline services.
Discuss the ways and means of customer relations management to be practiced by retail shops.
Or

Discuss the ways to build customer loyalty in services industry.

5. Compulsory Question :

Prepare a detailed marketing plan for a hospital proposed to be set up in a rural area with the
scope of running at a profit.

(5 x 12 = 60 marks)




