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SIXTH SEMESTER B.COM. (NEP) DEGREE EXAMINATION, JULY/AUGUST 2024
COMMERCE (DSE)
Services Marketing

Time : 2 Hours] [Max. Marks : 60

Instructions : 1 ) Attempt all Sections according to internal choice.
2) Question No. 11 case study is compulsory.

ARESND 1 1) esoz0F eaﬁmf &, B0 €% R, WEPNNTL GUZ04.
2) 3&905’&’0&: &, 3’ &, 50D &5, QT a‘aaaia

SECTION - A
TN — €2
Answer any five of the following questions. (5x2=10)
% BN We50s 2 T3t evgon.

1. a) Define Services Marketing.
e HRTOTE oD w0, 8, O, AeRo.
b) What is Service Marketing Mix ?
RETD TR0 QAT £9 03D ?
c) What is Market Research ?
mws% T8RS 038eR) 9
d) Write any two features of Service Pricing.
Kezmo IS0 CINTTTTR o) omm:m WBOD.
e) What is Relationship Marketing ?
FowehE Tnook T,8,080 wordesd 9
f) What do you mean by Service Promotion ?
Kewo o,TIBF S worddesd 9
g) What is Service Quality ?
Xez TOESEIOLS L0TITERD 7
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SECTION - B
RPN — W
Answer any four of the following questions. Nt
B3 3YNT e RO &, 3 nont evZoso.

2. Explain in brief the features of Services Marketing.
RSN Teooes I8, 0%t OB LN, o3 TamoN WTORD.

3. Explain in brief service triangle with a neat diagram.
e %&aesmi ARE 133, Brodr Ro3TEIoN QBORD.

4. What is demand based and cost based pricing ? Explain.
WedF $5208 Tonn dz;; SH003 23S 20TTeRD ? VTOXD.

5. Explain in brief the stages in new service development process.
TRT DeSod Jewso eﬁzpq)fbm o &, 8,030 aozﬁe;al WTOAD.

6. What is a brand ? Explain the requisites for good brand.
BT, 0TTER ? 2o 0T, 0B BT TINTTY, DT[ORD.

SECTION-C
TN —3

Question No. 11 is compulsory (Case study). Answer any two of the following
from the remaining questions. (3x10=30)
TR onRoD T3 T CNHINTIIT (T, 509 &3, C1T). 09BIYNTOR 13e5s 28w Z3nent
eVSORD.
7. What is Service Strategy ? Explain Strategic Planning Process.
Hezvo Z03, Mo 0TTERD ? B0Z,Mo0F0D adedod 3, 300D DTORO.

8. Discuss electronic channels. Its benefits and challenges.
DT, TYT DRG0 HBOEOD T, SREWINTL Tone REDLONHRY, 3R,

9. Explain the service life cycle with a neat diagram.
Besmo eI 138, [, AR 13, TR0OT DIORD.
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10. Explain the GAP model of service quality.
LeIng mmmu;;s GAP m:ﬁoofo;q LWOR0.

11. Case study (Compulsory).
T, FTD 5 0T (STAD).
Assume that you have newly started a taxi service (car), in this background.

a) What are the factors you would like to emphasis on customer satisfaction ?

b) What promotional strategies you would like to adopt for its success ?
e T[N 13,8 FexS (car) T, ToPAT), AW i S0,
a) ™,TTT Yo QTN C3NT BoBRer T BT, VB3¢0 ?

b) 85 JeToD cPTARRTILD 0% T,=F D 03, OECDT oISRRERWSCO ?




