B.Com. (CBCS Pattern) Semester - VI
UCAGEMG6 - Marketing Management (Service Marketing)
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Time : Three Hours ||!<|”|(|3||||1HI‘|¢!"||1|” |l|| Max. Marks : 40

Notes: 1.  All questions are compulsory.
2. All questions are carry equal marks.

1. a) Explain the characteristics of service marketing. 4
b)  Explain the problems in service marketing. 4
OR
c)  Explain the concept and classification of services. 8
2. a) Discuss the scope of marketing mix services. 4
b)  Explain the characteristics of service marketing mix. 4
OR
c)  Explain the stages of new service development. 8
3. a) Explain the marketing challenges in service business. 4
b)  Explain the marketing framework for service business. 4
OR
c)  Explain the models of service marketing and its importance. 8
4. a) Explain the monitoring customer satisfaction. 4
b)  Explain the role of customer satisfaction in buying process. 4
OR
c)  Discuss factors influencing customer satisfaction and its importance. 8
5. Write short notes.

a) Scope of services.

b) Types of new services.

c) Challenges in services business.

d) Concept of average customer lifetime.
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