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:U.B.A. Semester-lV Eramitratioo

NIARKETING OF SERVICES

Paper-NIBA,il202lSNI

Time:lhrce Hours] l]laximum lvlarks : 70

Notc:-(l) Attempt ALL questions.

(2) Figures to the right indicate full marks.

SECTION-A
(A) \'hal do Iou meaD b] the term 'Serv-ices' ? Discuss in detail lhe classification ofser!ices

birscd on various dimensions ofsen'ices. 1.1

OR

(B) What is the imponance ofsen'ices markedng for National Economy ? Highlight )our points

t\ith suitable examples ? l4

SECTION-B

(r\) Explain thc concept of ]vlaoaging Demand and capacity with respect to scrviccs

marketing. 7

(B) Assuming yourselfas a ma.rketing consultant to the local FM Radio station of your city.

desiga a suiuble market segmeDtalion and tiugetliDg strategr for New progmrrmc ()1 'l{ctro

Songs'. 7

OR

(C) \that is the importance of senices difterentiation for a services firm ? Explain horv a scrvice

tirm can cstablish diffe.entiation for its sen ices. 7

(D) Comrncn ardjustifr the positioning and differentiation strategies r-:sed b-v dre follouing serr,ices

providers:

(i) JAVED HABIB'S SALON CHAIN

(li) J10 Telecortununication services. 7

1

\"ox 16885 lcontd )I

www.sgbauonline.com

www.sgbauonline.com

http://www.sgbauonline.com
http://www.sgbauonline.com


(A) \\hat is $c impc,rtince oiRelationship \larketing for a senices firm ? Erplain rvith suitahle

examplethecustomcrrelationshipactiviticsundertakenbyan}serriceslim'

@) HDIC Bank rcccrlily launched the 'Hcalth plus ; credit ciud, $here it hasjoined hands rvitlr

National lnsurance Company and Nlastcr Card lnternational to offer cashless mediclaim of

Rs.50,000 and critical illness cover oiRs.2lakh on each card. discounts at leading

hospitals. Comment on rhe value based senices offering ol llDfc Baili. 7

ol{
(C) Explain thc concopl of Intemal Nlarketing supplementary sen,ices. 7

(D) Commenr and justil-v the p cing. ploce and promotion stralcgics ofthc follorving scrvice

providers r

(i) ,,\K.\SII COACHNG CLASSF S,

(iD DECCAN ODDESEY TR,Al.r- IIY ]\{TDC. 1

SECTION _{
(A) What do vou mean by the term 'scrviccs experiencc' ? Explain in brief various factors

all'ecting sen'ices experiences. 7

E) Bl considering marketine ofscnicr"-s ol your choice. horv *ill 1ou manage complaint hu'tdling

process ? 1

OR

(C) Explain fte imponance ofCulture and Religion as an influencing laclor in seFiccs industry.
'l

(lJ) What steps should a sen'ices firm consider to ensue satisiictor]'report liom the cust(rmer

on the serr.ices provided ? 1

SECTION-D

The promoter of Lcisurc lnliastructure company, Country Club India Ltd. have floated a ner-r'

!enture. "Country Vivah" targetting the lllclian Wedding Market. r\ccording to Mr. Y Rajeev

Rcddy, Chairman and N'I.D.. Country Club group Countr,v Vivah will bc a onc-stop deslination
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tix weddings. He sals that going by an independent stud)", the size ofthe Indiar \Vcdding luarket

is R5. 85.000 crore (excluding Jerellery). There would bc a lot ofcross svnergies between rhe

Countq' Club India and hospitaliry indusq across lndia. 'Countl} Vivah- plans to acquire Utddrng

Halls and small convention cenffcs across stalcs to conduct weddings.

'fhe company proposes to include Honelmoon havel ser\ iccs, too, as a part ofuedding packagc.

(a) ln accordance with ihe concept of \l'edding Management company like Country Cluh,

counncnt on the scope of\\'edding planncr scrviccs in lour city ? 7

(b) Assuming yourselfas a marketing managcr of 'Coultr-v \ivah' services, outlillg thc componcnts

of \\redding l{anagement as professional scn'ice. 7
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