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Instructions to the candidates:

1) All questions are compulsory.

2)  Each question carry equal marks.

Q1) Answerlmny Sout of 8. (2 marks each) [10]
a) Define importance of customer retention in serviee industries.
b) Define service requirement in service design.
c¢) What do you mean by LOS?
d) State any two features of vision,
e) State SERVQUAL.
f)  List any 2 benefits of out seurcing services.
g) What is service design.

h) List the elements of service design triangle.

Q2) Answer any 2 out of 3 (5 marks each) (10]
a) Describe 4 p’s of service design.
b) Give the importance of relationship marketing.

c) Discuss the features of the servicevision.

03) Answer 3 (a) or 3(b) [10]
a) Discuss the competitive role of information-in service in detail.

b) Explain the gap model for measuring service quality.

PTO.



Q4) Answer 4 (a) or 4(b) [10]
a) Explain Comprehensive and integrated service design in detail.

b) Elaborate Engel, Kollat and Blackwel (EKB) Model and explain its steps
for white goods products.

05) Answer 5(a) or 5(b). - | [10]
a) Design customer retention process with suitable example.

b) How to design service strategy? Also briefly explain service marketing
mix.
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