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SECTION – A 

Answer any FIVE of the following questions. 

 HÐóþ° I§æþ$ {ç³Ôèý²ËMæü$ çÜÐèþ*«§é¯èþÐèþ$$Ë$ {ÐéÄæý$$Ðèþ$$. (5  5 = 25 marks)  

1. Types of services. 
 õÜÐ@þË ÆæÿM>Ë$.  

2. Need for services marketing. 
 õÜÐé Ð@þ*ÆðÿPsìý…VŠü AÐ@þçÜÆ>Ë$.  

3. Service marketing mix. 
 õÜÐé Ð@þ*ÆðÿPsìý…VŠü Ñ$MŠüÞ.  

4. Marketing opportunities. 
 Ð@þ*ÆðÿPsìý…VŠü AÐ@þM>Ô>Ë$.  

5. Impact of service failure. 
 õÜÐ@þË OÐðþçœËÅ… Äñý¬MæüP {ç³¿êÐ@þÐ@þ¬.  

6. Service guarantee. 
 õÜÐé àÒ$.  

7. Stages in new service development. 
 ¯@þ*™èþ¯@þ õÜÐé AÀÐ@þ–¨®  §æþÔ¶ýË$.  

8. Service standards. 
 õÜÐé {ç³Ð@þ*×êË$. 

9. Hotel marketing. 
 çßZrÌŒý Ð@þ*ÆðÿPsìý…VŠü  

10. Mutual funds. 
 Ð@þÊÅ^èþ$ÅÐ@þÌŒý çœ…yŠþÞ.  
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SECTION – B 

Answer ALL the questions. 

 A°² {ç³Ôèý²ËMæü$ çÜÐèþ*«§é¯èþÐèþ$$Ë$ {ÐéÄæý$$Ðèþ$$. (5  10 = 50 marks) 

11. (a) Explain the role of services in Indian economy. 

  ¿êÆæÿ™èþ BÇ¦Mæü Ñ«§é¯@þÐ@þ¬ÌZ õÜÐ@þË ´ë{™èþ¯@þ$ ÑÐ@þÇ…^èþ…yìþ.  
Or 

 (b) Discuss about obstacles in service marketing. 

  õÜÐé Ð@þ*ÆðÿPsìý…VŠüÌZ° AÐ@þÆø«§éË¯@þ$ ^èþÇa…^èþ…yìþ.  

12. (a) Explain the process of marketing management. 
  Ð@þ*ÆðÿPsìý…VŠü °ÆæÿÓçßý×ý Äñý¬MæüP {ç³“MìüÄ¶ý$¯@þ$ ÑÐ@þÇ…^èþ…yìþ.  

Or 

 (b) Discuss the managing and controlling marketing efforts. 

  Ð@þ*ÆðÿPsìý…VŠü {ç³Ä¶ý$™é²Ë °ÆæÿÓçßý×ý Ð@þ$ÇÄ¶ý¬ °Ä¶ý$…{™èþ×ý¯@þ$ ^èþÇa…^èþ…yìþ.  

13. (a) What are the factors influencing customer expectations of service? 
  Ñ°Äñý*Væü§éÆæÿ$° õÜÐé A…^èþ¯éË¯@þ$ {ç³¿êÑ™èþ… ^óþõÜ A…Ô>Ë$ HÑ? 

Or 

 (b) Explain the strategies of service recovery. 

  õÜÐé ç³#¯@þÆæÿ$§æþ®Ææÿ×ý Äñý¬MæüP Ð@þNÅàË$ ÑÐ@þÇ…^èþ…yìþ.  

14. (a) Explain the service standards. 
  õÜÐé {ç³Ð@þ*×êË¯@þ$ ÑÐ@þÇ…^èþ…yìþ.  

Or 

 (b) Discuss the challenges of service design. 

  õÜÐé yìþOgñý¯Œþ çÜÐéâ¶ýå¯@þ$ ^èþÇa…^èþ…yìþ.  

15. (a) Briefly explain about tourism marketing. 
  r*Çf… Ð@þ*ÆðÿPsìý…VŠü Væü$Ç…_ çÜ…“VæüçßýÐ@þ¬V> ÑÐ@þÇ…^èþ…yìþ.  

Or 

 (b) Explain the different types of marketing services in India. 

  ¿êÆæÿ™èþ§óþÔ¶ý…ÌZ° ÑÑ«§æþ ÆæÿM>Ë Ð@þ*ÆðÿPsìý…VŠü õÜÐ@þË¯@þ$ ÑÐ@þÇ…^èþ…yìþ.  
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