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M.Com. Sem.-4 Examination
511 EB/ED (Essay Paper)
Service Marketing

Total marks: 50
Instructions:

o All questions carry equal marks.
e Attempt any TWO questions.

Q.1 Define concept of services, services marketing and service marketing mix ?

Explain in detail Factors that influence customer expectations of service? (25)

Q.2 Explain the term relationship marketing? What are the stages in

new service development? (25)

Q.3 Explain in brief Employees’ and customers’ role in Service
Delivery? How Delivering Services through International and

Electronic Channels is possible. (25)

Q.4 Define the service triangle? Explain in detail Integrated service

marketing communication? (25)




