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SECTION - A 

 
ANSWER ALL QUESTIONS:      ( 10 x 3 = 30 ) 

 
1. What is marketing mix? 
 
2. What is meant by services? 
 
3. What is service quality? 
 
4. What do you understand by the term customer feedback? 
 
5. How can demand be created for services? 
 
6. What is telemarketing? 
 
7. What is customer relationship management? 
 
8. What is service-scape? 
 
9. Why are people a part of a product? 
 

10. What is service leadership? 
 

SECTION - B 

 
ANSWER ANY FIVE QUESTIONS:     ( 5 x 6 = 30 ) 

 
11. Explain any five differences between goods and services. 
 

12. How are customers expectations formed?  What are the components of customer 
expectations? 

 
13. What are the three major methods for creating distinctive customer value through 

experiences. 
 
14. What are the arguments for spending money to keep existing customers loyal? 
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15. What is meant by service recovery?  What principles will you bear in mind while 

designing service recovery systems? 
 
16. Explain different kinds of service quality gaps. 
 
17. What marketing strategies would you recommend to reshape demand for 

services? 
 

SECTION - C 

 
ANSWER ANY TWO QUESTIONS:     ( 2 x 20 = 40 ) 

 
18. Give specific reasons to explain the speedy growth of services sector in India.  

Explain with illustration the broad classification of services. 
 
19. Explain the concept of services marketing mix.  What are its dimension suggest a 

suitable marketing mix for promoting tourism in India. 
 
20. Why do consumers complain?  Why it it that certain unhappy customers do not 

complain?  What kind of relief would you provide to such customers? 
 
21. What are the key ingredients in a services product?  How do you categorise the 

supplementary services that surround a service product?  What are the approaches 
that can be used in designing new services? 
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