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N.B. : (1) AII the questions. axe tompulsory' .,""

{2} Irigures to the right inclicate fnli rnarks. ^',#;t''\
"S

I . Atterirpt:rn.v two of tire fbllou''irig :- t)15Y.
(a) Evaluate the role of services in moderu economy'

(ti l)iscuss the challenges faced by the marketer in marketing of servicesr$n
(/\

reference to the distintive characteristics. ,.S:
(.r) Explainpositioning and its importancc. l)isscuss strategies that canffidoptedq"

.in positioning of services. 
..-r:*,\15

2. Attem;:t tn-Y tlvo of the lollowing :- i"
(a) Explain the approaches I methods ofpricing in services trhd state the skategies

that can be adoPted. . "''|'
(b) 'Ptrysical evidence plays a deflnite role iri infllrei:,cing pecepti<ln'. Discuss

ancl state the elemer:rts of physlcal evir'lencre' .,

(c) Write a note on set-u-ice inapping.

3. Attcrlpt any trvo of the tollorving :-

(a) Explain the concept of'sei'r icc

15

prorliictrvity and evaluate the rn'ays to improve

productivity.

wlrat is a service GAP '? Suggest prescriptiori for closing the gaps

DisE-.nss strifcgies r-rserl fbr" nranaging capacity to match f)emand'

.''

(b)

(c)

4. Attenrpt any tlvo of the follov,'irtg :*

(a) \&'rite a note. an Re;ent trends in I{ealth care sector'

(l-,) Is there a nee.d.tb }rave ethics in setwice marlcetjng 'l Discuss sfate some

r.ureltrical practices iri the sorvice sectcir'

(c) Evaluate,ilte factors favour"ing Transnirtior:lal Strategy.

5, Clase $tutl-v ;.-

The Reni<ing sector is goine through a maior trausfonnation and r'r'ituessing robust

gr;c.;,rrh. Agtermation is the order of the riay, ln order to sustain competition and

eiiSance customer exlrerience nevv ilritie-rtives have heerr iutrnduced. Technology

is the 6r-iving fcrrce and internet and mobile bankirrg are the recent ttends'

I 
t ruRNovER

15

15



Q.P. Code: 74f101

\h,; ar"e the chajrrr-ran of a 30 year ald private sector banl< with consen atives
appreriiclt. Employees being lrorn the old schooi oi thoLrght have resisted the neu' ;, l

trcncis r:orv introdr-rceci by most of,tho tranks. <,!'':''

Yoru branches zrre tna,jorlt, iocateil in South Lrdia. f'he Lrank is lacetl with a ;':'
ferv Talce over tlireals jn the past. The governmont is insistirrg rncrger of the bank o1S 

'

for viabrlity arrd modernisation. YolLr pro<luct portfblio requires a change to rvooY
netv cllstotlets ancl retain the exislins ones. 'l'he boarcl is expecting from X$d'*
thor,-rugh overiraul olthe rniirketing mir. -.3

"'. li*,:).

'' 
,.,

pt'*duct olfeling for 1,our bank wlill tlre help of a

(b) sen ice indLrstry 5

'-" l1

Evaluate the role and irapor-tance of people ip:b'
t:r 
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Questitns :*

(a) Design the service

selvice flower.
10
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