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Instructions to th Q”ld%t_(?}‘

1) Al qu b”ns g\%bompulsory

2) Figuges to éli?\rzght indicates full marks.

3) Include &@mples wherever necessary. A
N
4) Dravf\q@t and labelled diagrams wherever necessary;(\ )
O
Q> S
QI) Solve any 5 questions. N j‘:?“ [5x2=10]
i L ’\ (w\&
a) Define Services with exa g‘"
b) Mention the need to st Qi‘ces Marketing.
KL X
(\C«
c) List the factors 1nﬂuenc ng customer satisfaction in services. \r: )
$ »
d) Define Servicescape. '
) P o &
>

: . . ‘ ™~ Q
e) Explain ‘Internal Marketing’ from service triangle™, Q %
K
v

f)  List the examples of services marketing (ﬁmmtt@(p in India.

| Q
oy
J
S
h)  List the elements of ‘Service profit cha@
N

g) Define Customer Lifetime Value. \

PP PT.O.



02) Solve any two. [2x5=10]

vices classificatifi’n in detail.
ole oﬂautomation & new technologies in services.
O\ N
p
c¢) Explain the neé‘d for extended marking misc elements in services.

a) Explain the
b) Explai

03) Solve any onéjw {“Tf [1x10=10]
a) Intggrﬁt th@}rarlous steps in SERVQUAL Model.

\"‘v
If?l?leméfntatlon of services marketing triangle with sultable example,

Explain, *
L N
N5 A
04) Solve any one. C%\ @ [1x10=10]
a) Examine the strategies for mats{ﬁ’g a(g@édjustmg service demand and
service capacity. ~N
\/
b) = Compare High and low cgmfact se@lces with example.
. “
@ o
05) Solve any one. N [1x10=10]
a) Criticize the concept qf *Work from Home"’. ' . ,.f:\)
b) Sketch a service blueﬁ)rmt for any of the following service. \Y;\
o
i)  Hotel 05\ R
N
. . NDY OO
1) Hospital N Q%
ni) Airlines \*

1v) Retail Store @ / h\
/' /\Q.
v) Bank \ N,

[6380]-3009 2



Total No. of Questions : 5] SEAT No. :[
P7900 [Total No. of Pages i3>
[6118]-3003 S e
S.Y.M.B.A.
304 MKT-SC-MKT-03: SERVICES MARKET]I I\

(Revised 2019 Pattern) (Semester - I1I)

* PUNE-52 %

Time : 2 Hours| [Max. Marks : 50
Instructions to the candidates:

1) All questions-are compulsory.

2) Figures t0 the right indicate full marks.

3) Include éxamples wherever necessary.

4) Dravneat and labelled diagrams wherever necessary.

Q1) Solve any Five. S (5x2=10]
a) What is services Blueprint? D
b) Explain briefly Service - Continuuu;.
c) Define Service Profit Cham
d) Explain concept of GAP Model
e) List the impacts of,gcrvlce Failure.

f) What is service encounter?

g) List the characteristics of services.

h) Define customer Life time value.

02) Solve any two. [2x5=10]

N

a) Illustrate the Services Marketing Trianglé"‘x ; *» 2
b) Explain the Demand and Capacity conCept

¢) Explain the Services Marketing opportumtles available in 20

entury 3
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03) Solve any one [1x10=10]

a) Demonstrate the bases of Segmentation strategy with real examples.

OR
b) Explain the Services Marketing Mix?

04) Solve any one( ; [1x10=10]
a) Criticize the concept of “Work from Home”.
OR

b) Elaborate the Automation and New Technologies in Services.

05) Solve any one. [1x10=10]

a) Explain the importance of service Recovery. Also draft the services
recovery strategies for Online Education academy.

OR

b) Define the Services Bl\t;}ép‘rintjnprocess? Also sketch Diagram of
service Blue print for Disney + Hotstar?
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