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M.Com. Sem.-4
504 &&1 EB/ED
Service Marketing

Total marks: 50

Instructions:

e All questions in section I carry equal marks.
e Attemptany TWO questions in section I

e Question 5 in section Il is COMPULSORY

Section 1

Q.1 (A) Explain the term Service and Service Marketing. Discuss in detail

Service Marketing Mix (10}
(B} What is service quality? Explain in detail the gap model of service

quality. (10)
Q.2 (A) Discuss in detail stages in New Service Development. (10)
(B) What is relationship marketing? Discuss the goals and benefits of

relationship marketing. (10)
Q.3 (A) Explain the Employees’ and customer role in service. (10}

{B) Explain in detail the concept of delivering services through
international and electronic Channels. (10)

Q.4 (A) What is Integrated Service Marketing Communications. Explain in
brif Financial and Economic Effect of services. (10)

(B) Explain in detail Integrated GAPS Models of Services. (10)
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Section II
Choose the correct answer: (Any Five) (5*2 =10)

1.The service industry has several emerging trends that
organisations need to be aware of. Which of these should
organisations keep a lookout for?

A. New competitors entering the marketplace
B. Advances in the internet

C. Heightened customer expectations

D. Advances in e-commerce

2. Gap model indicates the

A. Possible failures in the service delivery process
B. The outcome of the process

C. Process of the service delivery

D. The sequence in which service delivered

3. Service encounter refers to

A. conveying the service products to customers

B. Selling the products to the customers

C. Contact established with the customer at the delivery process
D. Encountering the failures

4. “....is the culture where an appreciation for good service
exists and where giving good service to internal as well as ultimate,
external customers is considered a natural way of life and one of the
most important norms by everyone.”

A. Service culture

B. Corporate culture

C. Service Triangle

D. Service Quality Dimensions

5. As per service-quality model. The system of individualized and
caring attention to customers is

A. Responsiveness

B. Reliability
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C. Assurance
D .Empathy

6. Which of the following is not one the five dimensions that is
measured by the SERVQUAL SCALE?

A. tangibles

B. employee satisfaction
C. responsiveness

D. assurance



