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Q.1 (A) Explain in Brief the difference between Goods and Services? Define

service quality? Explain in detail the gap model of service quality.  (14)
OR

(A) What are services and Why we need Service Marketing ? Explain in

Detail Service Marketing Mix? (14)

Q.2 (A)What is relationship marketing? Discuss the goals and benefits of
relationship marketing. (14)

OR

(A) Explain in Detail Stages in New Service Development ? Discuss

customer-defined service standards. (14)

Q.3 (A) Explain the service triangle and boundary-spanning roles of

employees. (14)
OR

(A) Explain in detail the concept of delivering services through international

and electronic Channels. (14)
Q.4 (A) Discuss in detail Financial and Economic effects of services,(14)

OR

(A) Explain in detail Integrated Services Marketing Communication? (14)

Q.5 Attempt any Seven from the following 14
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1. One of the major lessons to learn from the Service-Profit Chain
is:

A. Customer loyalty leads to customer satisfaction

B. Employee retention leads to employee satisfaction

C. The firm’s profitability leads to customer satisfaction.

D. Revenue growth leads to customer satisfaction

2. Customer retention, repeat business, and customer referrals are
alternative measures for

A. Internal service quality.

. External service value.

. Employee satisfaction.
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. Customer loyalty.

w

. While advertising the service product, marketers need to.......

>

Show the service product

w

. Need not to show the service product
C. Show some tangible clues to help the customers to understand and
evaluate

D. Create a world-class advertisement to attract customers.

4. Physical evidence is more important in service marketing because
A. It is the evidence of service quality

B. Customers are going to value based on this evidence.

C. Every service provider uses it

D. Every employee expects this
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. Service recovery refers to
. Recover the loss from the customers
. Recover the loss from the competitors

. Recover from the failure
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. Recover from the market

. To manage the Peak-time demand, the service provider can ........
. Manage by introducing more products
. Manage by adding additional facilities

. Manage by diverting the customers for other services
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. Manage by asking the customers to wait for some time
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. Which of the following is not a tangible dominant?

. Detergents
. Automobiles
. Investment Management

. Soft drinks
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8. Standardized and customized flow of activities, simple and
complex number of steps, and customer involvement by which a service

is delivered is called........

A. Place Mix
B. Physical Evidence Mix
C. Process Mix

D. People Mix
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- JORRR is the difference between customer expectations and

perceptions.

A. Customer Delight

B. Customer Satisfaction
C. Customer Gap

D. The supplier Gap

10. cocoiniiiininicnennes is the physical surroundings or the physical

facility where the service is produced, delivered, and consumed.

A. Service space
B. Service scape
C. Service place

D. Service scope

11. SSTs stands for.......

A. Stable Service Technologies
B. Social Service Technologies
C. Smart Service Technologies

D. Self Service Technologies

12. Service firms can increase quality control by
A. Investing in good hiring

B. Standardize the service performance process

C .Monitor customer satisfaction

D. All of the above
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11.SSTs wed ...

A. Stable Service Technologies
B. Social Service Technologies
C. Smart Service Technologies
D. Self Service Technologies
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