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Part A

Answer any five questions. Each question carries 2 marks.

1. Give two examples of professional services which requires expertise of the service

provider.
2. What do you mean by service attributes?
3. Distinguish between customer delight and frustration in terms of service consumption.
4.  What do you mean by reengineering of service process?
5. What do you mean by banner advertising in service communication?
6.  What do you mean by redesigning of service process?

7. Bring out the elements of "customer pyramid" as a part of customer relationshsip
management in services.
(5%2 =10 Marks)
Part B

Answer any five questions. Each question carries 6 marks.

8. Take any service of your choice and explain the distinct marketing challenges for that
service.

9. Define productive capacity in services. How the firms can adjust capacity to more closely
match demand?

10. Define positioning strategy. How do the market, internal and competitive analyses relate
to positioning strategy?

11. What are the key factors driving place and time decisions of 8ervice distribution? Give
examples.
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Briefly evaluate the effect of ambient conditions in a hyper market known to you and
comment on the pros and cons.

What are the key barriers for service firms to break the Cycle of Failure and move into the
Cycle of Success?

Identify the gaps that can occur in service quality in a commercial bank.
(56 = 30 Marks)
PartC
Answer any two questions. Each question carries 10 marks.

Question number 17 is compulsory .

Assume that a group of professionals established a holiday resort with exclusive tour
packages for families. After launching the marketing campaign, the outbreak of COVID
19" affected the business prospects of the new venture. Analyse the distinctive marketing
challenges faced by the professionals and suggest possible elements of services which
are capable of overcoming the difficulties.

The Public Distribution System (PDS) is primarily a social welfare and anti-poverty service of the
Government of India. Essential commodities like rice, wheat, sugar, kerosene, pulses and the
like are supplied to the people through PDS at subsidised prices. The Public Distribution System
is considered as the principal instrument in the hands of the government for providing a safety
net to the general public, particularly the poor and the downtrodden. The objectives of Public
Distribution System can be outlined as 1) Maintaining price stability, 2) Raising the welfare of
the poor through the supply of essential foods at reasonable prices, 3) Rationing during
situations of emergency and scarcity, and 4) Keeping a check on private trade. The Government
of India has decided to modify the Public Distribution System exclusively for the benefit of
needy and poor sections in the society. In the light of the new decision by the government, it is
imperative to study the service quality of the Public Distribution System in our country.
Questions:

(a) Analyse the service quality of the public distribution system by using the elements of
SERVQUAL model.

(b) Give your suggestions to improve the quality of service related to public distribution system
in your State.

Compulsory Question

Consider the commercial banking services provided by your banker. Analyse the role of
customers and their involvement in the creation of banking services. How banks can
create a service package which offer superior value to its customers?

(2x10 = 20 Marks)




