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511 EB/ED SERVICE MARKETING -ESSAY PAPER

Attempt any two questions from the folllowingz

Q.1 What is services marketing, and why is it important? Explain
the concept of the Services Marketing Mix (7Ps). Discuss how each
element plays a role in delivering superior service and enhancing
customer satisfaction. Provide examples from different service

industries.

Q.2 EXplain the concept of Relationship Marketing in detail.
Discuss various service recovery strategies and evaluate their

effectiveness in retaining dissatisfied customers.

Q.3 Explain in brief Employees' and customers' role in Service
Delivery. Discuss the challenges and strategies for delivering

services through international and electronic channels.

Q.4 Describe the Integrated Gaps Model of Services .Explain the
key gaps in service delivery and suggest strategies to close these

gaps for better customer satisfaction.




