
\I.8..{. Semester-lv Eramination
MARK['I'ING OF SERVICES

Paper-}{BA,/,1202/SNI

Timc : Three Hoursl Uua,\imum \larks | 70

(l) Attempt all qucstions.

(2) Figures to the right indicate marks.

SECTION_A

Elaborate rcasons for the gro*th in servicc secror State the various sen'ice sector brielly.
l4

OR

State the chalacteristic features of serviccs. 14

SECTION-B

Why is it crucial to understand consumcr behaviour in services marketing ? '7

Design a suitablc student complaint handling mechanism for studens ofthe universihl '1

OR

Elabomte SERVQI,TAL model olscnices markeling. 7

Local public transport company is pursuing customers to get their Yiew, expericnces and

opinion about compary and is services. 'l he company is holding a customer centric approach

and in process of improving and developing on all fronts. Design suitable systcm to ger

customers, lianl opinion, vier,vs and experielces aboL( thc company and its seNices. 7

What is meant by positioning of senices '.' '7

From the point ofview ofcustomer satisfaction, what are the circumstances urder which the

lbllo\,\'ing methods ofqugrying would be most appropriatc 1) '7

OR

State main reasons for acule problems of demand and suppll imbaiance in the case of
sen'ices. 7

Consider the case of a fast food restaurant. Define various measures ofproductivity and

elllciencythatarecrucialintheassessmentoftheperformanceoflhescrvicedelivcry.7
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SECTION_C

(a) Elaborarc imponance of support services in hospital marketing. 7

(b) [xplain dill'crent policies ofpricing in airline scrviccs. 7

OR

(c) State the tourism product and describe its salient t'eatures. 7

(d) Describe nlarketing mix ofcommunicalion and information seftices. Give sujtable examplc.
'7

SECTIO\_D

During thc last dccade. for a ban]i (PSU) the emphasis started 10 shift iiom ser! ice towards

bank profitability It was also felt thal thc competition in banking had become intense, $irh thc

entq'and gro\\'th ofprivate banks made difficuh targets to achieve.

lhebankscurrcnlsituation$assuchthatthebankrvasabletorecol'eronh50%oilh.
cosls. The bank had to find some rvays ofrcducing the costs or increasing the chargcs without
.rrrrcn Ierirr the comperitive JJ!an ag(,.

I he board of direcrors' meering was schedulcd 1() be held shorll), lo determinc lirture direction

of the banks eflorts to retum 1o ptufitabilify. It lvas felt that an! such dccision would have to be

madc alter wcighing all the issucs ofcosts and long telm Bro\,"1h and profitabili!)'. The board ol

dircclors planncd to discuss follorving issues :

Problem ol'currcnr lack of profitabilill' \r'hether to corduct trrther market research 'l

'Whether lo open morc branchcs implementing home banking sysletu.

The board ofdireotors nccded 1o nlake the decision urgeotly.

(a) Identii the main marketing problem l'a.cd by nationalized bank. 5

(b) What should be the main slralegies along lrhich rhe bank can or shor.rld develop ? 5

(c) Should the bank invest in the home banking system'l Justii'vour ans\ver. 4
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