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Q.1 What is service 9 Define service ana describe its features in detail. 14
OR
Q.1 Define Service Marketing aad explain 7P’s of service marketing mix. 14
Q.2 Explain Service expectation, its types and faciors influencing service 14
expectation,
O
Q.2 What is relationsnip markeuny ? Explain servica failure and Service 14

recovery paradox.

Q.3 Write a note on Empioyees” roie in service delivery 14
OF
Q3 Write a note on cusicimers role in service deliver 14
Q4 Explain iniegrated services communication model. (5 Ws of integrated 14
services communication.
mR

Q.4 Explain rate feqces. 14

Q.5 Multiple chgice questions, { 14

01. is a measuie of how DIOGULES and services supplied by a company meet or surpass
customer expectations.

a) Customer satisfaciion
b) Customer perception
¢) Service quality

d) Service Encounier

02.How many lypes of gaps

slof service quality?
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03.Characteristics of the service thai consumer may find impossible to evaluate even after
purchase and consumption are known as ?

a) Credence Properiics
b) Service Search

¢) Service Experience
d) Consumer Perception

04. is a condition when the consumer does not receive the services as promised by
the seller.

a) Forward integration

b) Service Experience

¢) Credence Propertics

d) Service failures

05.Which of the fotlowing type of service provider it becomes difficult to create a membership
type of relationship marketing
a) Repairing services
b) Insurance services
¢) Travel services
d) Movie theatre
06.The Concept Service Recovery is
a) Strategic Process
b) Perspective Plan
¢) Group Plan
d) Complex Process

07. Which of the following i

ganization in the eye of customer in service delivery?
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a) Law

b) Entrepreneur
¢) Employee
d) Government

08. Which of the foliow s

= High cosiorme: participation example?

a) Getting massa
by Career counseling

¢) Getting Demand dr
d) Air conditionc: repair

e

09. Which of the =

‘et the service marketing triangle?
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10.Charging customers different prices
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12.

a) Internal Marketing
b) Physical Evidence
¢) Customers
d) Employees

for essentially the same service is called

a) Price discrimation
b) Price Determination
¢) Price segmentation

d) Price settlement

. Distinct characieristic of service is

a) Inseparabiiity

b) Perishability

¢) Intangibility

d) All of the above

is the main reason for difficulty in service market

a) Inseparabiiity

b) Perishability

¢) Intangibility

d) Variability
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