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Time : Three Hours Max. Marks : 40

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

1. a) State the scope of services. 4
b)  Explain the Growth of service sector. 4

OR
c)  Explain the essential elements and classification of services. 8
2. a) State the development of new services. 4
b)  Write the characteristics of service marketing mix. 4

OR
c)  Explain the kinds of new services. 8
3. a) Narrate the service product development. 4
b)  Write marketing challenges in service business. 4

OR
c)  State the functions of demand-supply management. 8
4. a) Explain the importance of measuring customer satisfaction. 4
b)  Explain the meaning & concept of customer satisfaction. 4

OR
c)  Explain the factors influencing customer satisfaction. 8

5. Write short notes,

a) Range of services. 2
b) Service quality. 2
c) Models of service marketing. 2
d) Average customer lifetime. 2
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