B.Com. (CBCS Pattern) Sem-VI
UCAGEMG6 - Marketing Management : Service Marketing

P.Pages: 3 GUG/W/22/13399
Time : Three Hours AT Max. Marks : 40

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

1. a) Explain the concept of service marketing and write the nature of services. 4
b)  Explain the essential elements of service marketing. 4

OR
c)  What do you mean by service marketing? Explain the scope and Range of service 8

marketing.

2. a) Explain the characteristics of services. 4
b)  Explain the factors of development of new services. 4

OR
c)  Explain the kinds of new services and state the sources of new services idea. 8
3. a) Explain the marketing frame work for service Business. 4
b)  Explain the 4P's of marketing of services. 4

OR
c)  What do you mean by marketing of services? Explain the challenges in marketing of 8

service business.

4. a) Explain the concept of customer satisfaction. 4
b)  Explain the concept of average customer lifetime. 4
OR

c)  Explain the role of customer's satisfaction in the buying process. 8

5. Write short notes on
a) Growth of service sector. 2
b) Importance of physical Evidence in service marketing. 2
c) Development process of service product. 2
d) Measuring of customer satisfaction 2
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el - 1. qG 9T Jfard e,
2. |G GREARAT FAT 0T 37Te.

1. 3) Jar AUuERT Shedar Tase @, 30T dard T@wy forgT. 4
§) a1 AUUER HaTed gch TIST Hl. 4
far
%) @aT TAUUTATS AU g e giar? dar 9o saredr Ao faEdr T9ase 8
.
2. 31) Qardr qorerE (Characteristics) FISE T, 4
§) AT Garear e geh TISE H. 4
far
&) fdel TG JhR TASC T d8T ATde] AT hedelid AT faug . 8
3. 3 'Har Fa@rIardr fAaqueT diee’ TOSC I 4
d) 9ar TA9UTETdler 4P's TISC . 4
far
&%) Ydrd AUV FgUTS H1A? JAT SIIAITT TAUUTATC 3TTeglel TIST . 8
4, 3) JTgH TGATYUGT g HhoUell TAST H. 4
d)  TEHS BUEN NIAAT & Hhedsdl FTISC . 4
faar
%) Ugh FATTATT WA IishAclTer §{fAHT TISC . 8
5. fear forer.
31) Qa1 A dig 2
d) Gar RAUUET YogeT Reard Hecd 2
&) Har a&q e gfshar 2
3)  IUgH FHATHATS HISTHTT 2
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Il - 1. @l e e g
2. T 9@ & AT 3 gl

1. 3) Qar fAuurd i Hhedar T fRAT TAT Aar & FoE9 fAf@T| 4
d) Qar QU & H1aeTF g T [FAT| 4
3ryan
&) Far QUu & 39T FA1 FIAY g g2 Har Q9 Fr e TaH fAEdaR TS 8
frfarT|
2. ) a1 & TAAV IOT (Characteristics) TS FHIAT| 4
d) A% Qar AR & geh TS fHRiAT| 4
3ryan
®) 5 HdT & YHR TISC iU TUT @5 HAT Hedal & I faeg R 8
3. 3) 'Qar gaug A fuud e Tose fefav) 4
§) ar QUueT & 4P's Tose FiAT) 4
3ryan
%) AT AU T FIT A &1 QaT SFIw@E & fquore i gelfaar wose fHEv| 8
4. 3) TGP I Y§ HehoUsdl TUSC fHiIT] 4
q) IEH 3iud SaadAs I8 Goedar Tose [FRfav) 4
3ryan
%) W @ GiHAT H qATEh HJSe Sl fHAHT Tose fHiaU] 8
5. e 7 feoue faf@w)
37) Ear &F T Sy 2
§) @ar AUureT # 9cgeT AT (Physical Evidence in service marketing) 2
&) Gar a&] fawra Hr ufsear 2
S) Agh HfSC HT AT 2
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