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. A(Nd additional sheet will be EEppiied) :

SECTION A — (5 x 5 = 25 marke)
 Answer ahy FIVE questidris. :
Each questlon carnes 5 marks.
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B 1. leferences between goods and servmes .ﬁ '
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2. . Process of managing service eounters.
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3. 'Macro envn'onment 1n marketmg of servmes
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4. 4 Serv1_ce Aproduct1v1ty.
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L 5. Advantages of servme ‘market planmng
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6. Elements of servme promotlon mlx o
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7. -Pxocess ‘of reve‘nue ‘management., ;
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Channels for serv1ce prov151on

e .Dc:)wa&) ,ooeaoaoa;s 2245 :aofbs% m»c-e».” '

v Features -Ret‘ail ﬁ_nancial services.-
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Importance of credit services. -
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SECT.-ION B— G 10 = 50 marks) -
Answer ALL quest1ons

Each questmn carnes 10 marks
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Dxplam the clasmﬁcatlon of services.
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. Or_

- What is integrated serVi_ce fmanagement? Explain its benefits and iseueé. _‘

"EXpiain the key elements -to ‘»bu‘ild'tcus_tomer loyalty. B
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- Or -

What is service quality? Explam the need and charactenstlcs of service quahty
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Explam the d1fferent pnclng methods in marketmg of servmes
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.Or '

‘ What is control’ for marketmg of semces" Explam the components of marketmg of service

control
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Explain various factors in service process design.
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Or

,W_hat' are the factors to be considered 1n selecting the distribution _chanh‘el? -
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Define investment service and explain various types of investment services.
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Or
Define insurance. Explain the characteristics of insurance.
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