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1 What is a key characteristic of services?

A) Tangibility .Ii) Inconsistency C) Durability D1 Owncrship

2. Which of the tbllowing is an exarnple of'a sel"vice?

A) Srnartphone B) Restaurant nreal C) tsook D) Fnrrrri.urre

3. What does the term "seryice quality'o refer to?

A) The tangible aspects of a service
. dJThe customer's perception of the servrce
C) The price of [he service
D) The number of services off'ered

4. which of the following is Nor one of the 7 Fs of service maar&cetimg?

A) Froduct B) Process C) People plPackaging

5. In the service marketing rnix, what eloes 'opeop{e'u a-e{'ep- to?

A) The target rnarket
9)Employees and customers

B) The service environment
D) Competitors

What,is "service recovery"?

[:e iriventon'ied
D) Seivices can Lrc proctucecl rn hutrl<

of the following is a rnethod nbr rne;rsuring service que;uXi,fy?

Fage I o{ 3

Q.I.A. Choose the appropriate alternative and {ili in t$ee hlamks (amy B}

A) The process of improving service efficielrcy
ts) The actions taken to rectify a service lailure
C) The marketing of new services
D) The analysis of customer feedback

7. What is "pefishability" in the context o{ servtces?

A) SV/OT analysis
C) FESTanalysis

d)snnveuAt- rnoden
D) BCG rnatriN
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{}9. Wlamt frs the rmmim f oams urt'tntcn'maI uarrun'n<ettn'rg?

A) .Attr"acting new custorners

$ Empowering emplo;zees

Ei) Retarning existing customers
I)) I*cr*asing profit margins

A) The financial planning 1'or sen,ice delivery
B) A cletaitred mapping of sorvice processes

C) The marketing strategy for ncw sen'ices
D) The design of physicatr seffice locations

Q.1.8" State True or F'aflse (Amv Severr)

Senzices are tang{ble prodricts that can be touched and stored.

Xnsepai'abiiity fileans tilat sen ices are pro,Cuced and consumed simultaneously

Service quality is s<llely cletennined by the price of the seryice,

?
.t

1"

2"

a

a
{

4. [ntemal mari<etlng tbcuses on training and motivating employees to provide better service.

5. Seruices usually carmot be patentecl because they are intangible except new and nonobvions

6. Selryice treeo1i er)/ strategies are not neff*ssaly if a ser,,ice failure is infi'equent

1 " Tiie SERVQUAL inodel measures ser-rice quality based on customer perceptions and

expectations.

sewice faiiures.

1 9" Einployees play a critical *"ole in delivering selices and influencing customcr satisfaction.

f- m" Customer feedback ls ir"l"etrevant in semice rnarketing as services are always standardized.

Q2 a)

h)

c)

Q3 a)

h)

Explain ttrle uniqr-le featwes of Sewices. (08)

Explain service Marheting Triangle with a suitable example. (07)

OR

\&4rat are the different chalienges of service rnarketing? Explain how to overcome

those challenges" (15)

Expiain tlie difl-erent atffibutes of Physical evidence (08)

Explairr service lnapping and flowcirarling with reference to service industry

(07)
(}R.

Explain in brief the 7Ps of seffice marketing. (15)
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Q4 a)

b)

c)
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How can innovation enhance the customer experience im service delivery?

Explain the concept of TQM with ret-erene e to service inctustry.

OR

Explain the SERVQUAI- rnodel uritll ret'erence to insurance intlustry.

(CI8)

(CI7)

(15)

(08)

(CI7)

(1s)

Q5 a)

b)

c)

i.

ii.

iii.

iv.

Why are ethical considerations particula:'ly irnportant rtr service delivery'?

Explain the recent trends in the l3anking sector

OR

Short notes (any 3)

Type of contact

Branding in service inclustry

Service recovery

Zone of tolerance

Benchmarking in serviceY,,,'
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