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The figures in the margin indicate full marks
for the questions

1. wore s FotrE@ Te fr 1x8=8
Answer the following as directed :
(@) PR IEI P A TAMTO  GRINGT
HfEE TS e ?
Which country has the maximum

presence of GDP attribute to service
sector?

(b) FAORT 6T (ST AT TAM ZHCH 2
( =/7=y forar )

Is employee dress is an element of
physical evidence?
( Write Yes/No )
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(2)

(c) & a1 TgeF @B Teqme foan |
Write one element of people.
(d) SST i FICH! forat |
Write the full form of SST.
(e) & CRF AR Rfen A=F9 [ <4 T Tl
IF @Al :
(9 It oE )
Charging customers different prices for
same service is called
' ( Fill in the blank )
() FRACHR TG 9Bl CRIC ?
(/7= e )
Is computer software a service?
( Write Yes/No )
(g) B eI R e @B erar Twraet foa |

Give any one example of TATA service
product.

(h) ‘oo JPACHR GOl mmwm” o IR
@ e 2
“Every business is a service business.”
Who wrote  it?

2. Wﬁmmﬁ@rﬁfﬂﬁﬁaeﬂa—wm
foran 4x4=16
Write short notes on any four of the following :

(@) ORI ISR Taged SomEREE
Components of service marketing
‘triangle
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(b)

()

(d)

(e)

0
3. (a)

(b)
4. (a)

(3.)

R erRM™eT AREPER

Features of financial service sector

CRR Resq
Distribution of service
CRI SRS

Service provider

IS AP Q1Y 91 Heeq

Service consumer perception -

ORI SIF Ay SR

Service and technology

ORI TR Sy afes Raw e
9 - 14
Discuss about the recent trend of service

marketing.

w41/ Or

el e fagw 0 o fages we wive

¥l [fen e IweesoT REw w34 |

, 4+10=14
What is service marketing triangle?
Explain different types of marketing
involved in service triangle.

aMReY o/ oA | g gl om 3w-
TR SeerER & 2 e w1
4+10=14
What do you mean by customer service?
What are the  importances  of

understanding customer ' 'service?
Discuss.
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41/ Or
(b) IEE AfeeFI e [ |2 ORI IEIFITS
qER AfGFIR Qg R I 4+10=14

What do you understand by market
segmentation? Explain the significance
of market segmentation in service

marketing.
5. (@) I&RTRE fud 7 o IwEesd R [{fen
TomIPTR T | 4+10=14

What is marketing mix? Explain
different elements of service marketing
mix.

%<1/ Or

(b) G N TR W Green 9@ 2 owe
Tl TR WE R A ARl
AT 4T 4+10=14
What are branding and packaging of

service? Discuss the importance of
branding and packaging of service.

6. (@) REW crRReT Rere Tz A1 e, sfen o=
COIfeR APPSR ACToAT F91 | 14
Discuss the role of people, process and

physical evidence in promoting financial
service sector.

31/ Or
(b) SR SR AR WF B CRR S
sfs Ry «o1 R oa wfe €= 1 7+7=14

Give a clear picture about the recent
trend of hospitality and education
services in India.
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