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MARXETING OF SERVICES

Paper-MBA/4202lSM
Time : Th,-ee Hoursl lMaximum Marks : 70

N.D. :- (l) Attempt ALL questions.

(2) Figurcs to thc righr indicate marks.

SEC'I]ON-A
l. (a) Whar do you mean by the term 'serviccs nlarkcting' ? Explain in detail rhe differential

features of scrvices to that of the product with suitable cxamples. l4

OR

(b) Explain the importance of services marketing in the developmcnt of lndian Economy.
Outline the classification of serviccs. 14

SECTION-B
2. (a) Explain various factors affecting consumcr bchaviour decision making in buving serviccr

/
(b) Jalvalkar's, a leading brand of Gym and fitncss centre started its franchisee outlet in a

Nextlevel Mall in Anravati City. As compared to other Cym providers Jalvalkar's is
a premium brand. As a marketing consultant to the owner, how will you monitor
customer's expectatioos and perceptions ? Explain. 1

OR

(c) What stcps should a senices organisation take to ensure a salislactory report fiom the
customer oo the services provided ? 7

(d) Mr. Ramamnd has ordered a pair of braDded shoes of pricc Rs. 5000/- from lcading
online shopping portal amazon. com. 'l hey havc chose! the option c'I COD i.e. cash on
delivery. On arrival it was observed that pair of shocs \\,crc oi-nol thc selecled sizc.
As a delivery firm, how will you manage the customers, satisfactior and expectations
in such situation ? Explain. '1

3. (a) Explain in briel various strategic issues in marketing of senices. '7

(b) Thc check-in counlers ofa commercial Airline counters at Mumbai Airpon in the montll
of October, November, December, May and June witness a huge cro*d of Holiday
makers from lndia aLnd abroad. As a consultart to Airport Authority of India how *ill
you monitor demand capacity oI aviation servioes during peak and off season ? 7

OR

(c) What are the major positioning attributcs a service firm has lo evaluale 10 look at thc
positioning possibilitics of its scrviccs brand ? 7

(d) Commentdnd justily thc segmenlation, tiugolling afld positioning strategies of the lbllowing
sen,ices providers :

(i) Balaji 'lbleiilms Ltd.

(ii) KESARI TOUR AND TRAVELS PVT. LTD, '1
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I
SECTION C

(a) Discuss the steps inv(,lved in devcloping a ncw serviccs concep: and packagc. 1

(b) How can physical evidences help in dilfererliatin8 thc scrviccs'? Ilxplain with suitablc
cxamole. 7

OR

(c) In accordance $ith the I'ROCESS element o1-Scrvicos lv{ix. commcnt onthe order taking
and order fulfillment as maior parl of procr,:ss. $ilh suitable example. 7

(d) What is the meaning o1 motirating serviccs cmplo,,--cc ? Discussthc importance of human

(person) elemeit in ser\ices marlclilru 7

sECTl0\-l)
India Value Fund (lVF), a pri\ate equily, jnrcstL:d Rs. 100 crorc to hclp V-link P!1. I-td.
expand its fleet of branded metered cit)' cab scrviccs

Iv}--which owns rnajority ol-stake of more than 50 percent in the company running its
branded city radio taxi ca:s, l.ll-lRtj C]\BS has initiall;" invested Rs. 200 crore when
V-link launchcd its business.

MERU CABS, \ hich currcntl) onerates its serlices in metro and mini-metro cities in
lndia plarl( to invest additionlrl firnds to recnrit nrore drivers and scale up back-end infiastructure
across the country.

The company already has rrlorc than 500() vehicles.

Unlike in \{urDbai, which slill had strong metered taxi culture, MERU CABS started its brand
huilding in ucngaluru and [iy derabad. \\'ith the \ew Airport being 40 krn ax'ay from the city.
cabs depended on airline passengers to popuJarise its services. MFRIJ CABS are also
offering flexible palment oprjons. ,\fter launching in 2009. company is gefting tough competition
fiom other reputed Cab Brands LlBllR and OLA..

(a) Comment on the present status of C.\ll IAXI as a travel serr,-ices business in India.
7

(b) Analvse the MarketinE IUi\ variables of IUERU CABS and howwill you improYe them
lo lace competition in preient conte\t 'l 7
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