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Note :– This paper is of Seventy (70) marks divided into

Two (02) Sections ‘A’ and ‘B’. Attempt the

questions contained in these Sections according to

the detailed instructions given therein. Candidate s

s h ould lim it th e ir answ ers to th e qu e stions on th e

given answ er s h e et. No additional (B) answ er

s h e et w ill be is su ed.

Section–A

Long Answ er Type Questions 2×19=38

Note :– Section ‘A’ contains Five (05) Long-answer

type questions of Nineteen (19) marks each.

Learners are required to answer any tw o (02)

questions only.
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1. What are the main tools service firms can use to

analyze and address service quality problems ?

2. Discuss the impact of regulatory factors on the

marketing of services in India. Why is three greater

regulation for services than for goods ?

3. Discuss the role of pricing in service marketing. What

are the functions of pricing in services ?

4. What trends do you see emerging in services marketing

and how do you anticipate adapting to them ?

5. Describe the scope and context of services marketing in

the tourism and hospitality industry.

Section–B

Sh ort Answ er Type Questions 4×8=32

Note :– Section ‘B’ contains Eight (08) Short-answer type

questions of Eight (08) marks each. Learners are

required to answer any four (04) questions only.

Note :– Briefly discuss any four (04) of the following :

1. What is Service Marketing ? Explain its basic

characteristics.

2. A service is rented rather than owned. Explain what

this statement means and use examples to support your

explanation.
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3. Why is customer loyalty an important driver of

profitability for service firms ?

4. Describe factors that influence customer expectations of

service.

5. How can positioning help managers better understand

and respond to competitive dynamics ?

6. Explain the process of service differentiation.

7. Discuss the service-quality gap model.

8. What do you mean by inseparability ? What are its

implications for marketers of services ?
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