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Candidates oe rcquired to give their dnswers

in tluir own words as far as practicable'

GrouP - A

Answer any arglrr questions : 5x8{0

l. Whal do you mean by corc senices? How is it different

from supplementary services? Discuss with suitable

o<ample. 2+3

2. Discuss with suitable examples the concept of mental

simuhs Pmcessing sertdces.

3. What do you mean by 'Normative Should' customer

exp€ctation? How does customer expectation form

tbrough 'Normative Stnuld' opecmion? 2+3

4. Id€ntify and discuss any two maja challenges ficed by

tbe Indian sendce sector in the techolog era
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5. Discuss with suitable example urtren and how standard

gap of services gerEratod.

6. What is service triangle? Discuss is sipificance in

of services l+4

7. What do you understand by the terrr "Moment of
Tnnh"? Give an oranple Aom any service irdtsty.2+3

8. Discuss the major &ivers for the touism indwtry to go

in for CRM sysern

9. Define a loyal customer ladder. How can firms move

customers ryuad on this ladd€i?

10. 'Price as an irdicdor of service quality'- Justi$'.

I l. What is the role of employees in service delivery?

Mention ary tu,o ways to rnotivde fi'mdine safi, 3+2

12. Write a short norc ot'7nre of Tolerance'.

Group - B

Answa my tour qrstions : l0x4=40

13. Whar do 1ou mean by 'service Quality'? Wbat are the

rn4ia dirnensions do pu consider to m6u€ quality of
a serrrice? Discuss wilh a trlpothetical o<mlple.

14. Define Service Encormter. Givc a b,rief account with

suitable exaurples, on digital s€rvic€ encountqs that

serviccs o,rgEfzilion use for martating of sernis.
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15. 'Seruice ma*eting mix compises by thee additional Ps

ortr of which People is one of them' - Discrss the role

of people in terms of employee and customer in

maketing of services with suitable o<ample'

16. Evalude the Gaps Model of Smdce Qtulity and sugg6't

maragera m€zlsw€s to bridSe each seryice quality Cap'

6+4

17. What is service blueprint? Explain the different

compmmts of smde bluepfut wittr the help of diagtan

18. Examine ltr com€pt of Senvice E>rcellerre. Disc-uss how

efrective servicc recovery and loyalty prcgrarts help in

Etaining ard rolaiming qlslqn€rs 3+7

Internal Assescment : 20 marks
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