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9307 

M. B. A. IV Semester Examination, 2019 

MARKETING OF SERVICES 

 

Time: Three Hours 

Maximum Marks: 80 
 

         PART – A ¼[k.M & v½¼[k.M & v½¼[k.M & v½¼[k.M & v½      [Marks: 20] 

Answer all questions (50 words each). 

All questions carry equal marks. 

lHkh iz’u vfuok;Z gSaA izR;sd iz’u dk mŸkj    50505050 'kCnksa ls vf/kd u gksA  

lHkh iz’uksa ds vad leku gSaA 

         PART – B ¼[k.M & c½¼[k.M & c½¼[k.M & c½¼[k.M & c½      [Marks: 40] 

Answer five questions (250 words each). 

Selecting one from each unit. All questions carry equal marks. 

izR;sd bdkbZ ls ,d&,d,d&,d,d&,d,d&,d iz’u pqurs gq,] dqy ik¡p iz’u dhft,A 

izR;sd iz’u dk mŸkj 250250250250 'kCnksa ls vf/kd u gksA 

lHkh iz’uksa ds vad leku gSaA 

           PART – C ¼[k.M & l½¼[k.M & l½¼[k.M & l½¼[k.M & l½      [Marks: 20] 

Answer any two questions (500 words each). 

All questions carry equal marks. 

    dksbZ nksnksnksnks    iz’uiz’uiz’uiz’u dhft,A izR;sd iz’u dk mŸkj 555500000000 'kCnksa ls vf/kd u gksA 

lHkh iz’uksa ds vad leku gSaA 
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PART – A @ @ @ @ [k.M [k.M [k.M [k.M & v& v& v& v 

Q.1 Answer all questions- 

 lHkh iz’ukas ds mÙkj nhft;s&  

 (a) State the differences between goods and services.  

  oLrqvksa vkSj lsokvksa ds chp varj crkb,A  

 (b) What is health care service?  

  LokLF; lsok D;k gS\  

 (c) How will you fulfill customer expectations?  

  vki xzkgdksa dh vis{kkvksa dks dSls iwjk djsaxs\  

 (d) What is services market segmentation?  

  lsok cktkj foHkktu D;k gS\ 

 (e) What are the service recovery strategies?  

  lsok iquizkZfIr j.kuhfr;k¡ D;k gSa\ 

 (f) What is the focal point of quality of a service?  

  fdlh lsok dh xq.koÙkk dk dsanz fcUnq D;k gS\  

 (g) Outline relationship Marketing.  

  laca/k foi.ku dh :ijs[kkA  

 (h) Name three fastest growing services in India.  

  Hkkjr esa rhu lcls rsth ls c<+rh lsokvksa dk uke crkb,A  

 (i) What are public utility services?  

  lkoZtfud mi;ksfxrk lsok,a D;k gaSa\  

 (j) What is internal marketing?  

  vkarfjd foi.ku D;k gS\  
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PART – B @ @ @ @ [k.M [k.M [k.M [k.M & & & & cccc    

UNIT – I@ @ @ @ bdkbZ bdkbZ bdkbZ bdkbZ – I 

Q.2 “The need and variety of services would depend on economic and social factors”. 

Illustrate this view point with examples.  

 ^^lsokvksa dh vko’;drk vkSj fofo/krk vkfFkZd vkSj lkekftd dkjdksa ij fuHkZj djsxh^^A mnkgj.k ds 

lkFk bl n’̀; fcanq dk fp=.k djsaA  

OR@ @ @ @ vFkokvFkokvFkokvFkok 

Q.3 What do you mean by marketing of services? What are the reasons for the growth in the 

service market?  

 lsokvksa ds foi.ku ls vkidk D;k vfHkizk; gS\ lsok cktkj esa o`f) ds dkj.k D;k gSa\  

UNIT – II@ @ @ @ bdkbZ bdkbZ bdkbZ bdkbZ – II 

Q.4 Write a note on Service Product Development.  

 lsok mRikn fodkl ij ,d uksV fy[ksaA 

OR@ @ @ @ vFkokvFkokvFkokvFkok 

Q.5 Describe the factors influencing buyer characteristics.  

 [kjhnnkj fo’ks"krkvksa dks izHkkfor djus okys dkjdksa dk o.kZu djsaA  

UNIT – III@ @ @ @ bdkbZ bdkbZ bdkbZ bdkbZ – III 

Q.6 How will you segment service markets? Describe in detail.  

 vki lsok cktkjksa dks dSls lsxesaV djsaxs\ foLrkj ls crkb,A 

OR@ @ @ @ vFkokvFkokvFkokvFkok 

Q.7 Explain the service design model adopted in any service industry of your choice.  

 viuh ilan ds fdlh Hkh lsok m|ksx esa viuk, x, lsok fMtkbu ekWMy dks Li"V djsaA  

UNIT – IV@ @ @ @ bdkbZ bdkbZ bdkbZ bdkbZ – IV 

Q.8 What do you mean by service recovery? Discuss various service recovery strategies.  

 lsok olwyh ls vkidk D;k vfHkizk; gS\ fofHké lsok iquizkZfIr j.kuhfr;ksa ij ppkZ djsaA  
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OR@ @ @ @ vFkokvFkokvFkokvFkok 

Q.9 What is the role of CRM in delivering customer relationship strategy? Explain with 

suitable examples.  

 xzkgd laca/k j.kuhfr iznku djus esa CRM dh D;k Hkwfedk gS\ mi;qDr mnkgj.kksa ds lkFk le>kb,A  

UNIT –V@ @ @ @ bdkbZ bdkbZ bdkbZ bdkbZ – V 

Q.10 Develop a marketing mix and marketing strategy for a financial service company.  

 ,d foÙkh; lsok daiuh ds fy, ,d foi.ku feJ.k vkSj foi.ku j.kuhfr fodflr djukA  

OR@ @ @ @ vFkokvFkokvFkokvFkok 

Q.11 Explain the significance of segmentation in the banking services.  

 cSafdax lsokvksa esa foHkktu ds egRo dks le>kb,A  

 

PART – C @ @ @ @ [k.M [k.M [k.M [k.M & & & & llll 

Q.12 Explain the various marketing challenges in service marketing.  

 lsok foi.ku esa fofHké foi.ku pqukSfr;ksa ds ckjs esa crk,aA 

Q.13 What is meant by service encounter? What factors influence the service encounter? 

Explain in detail.   

 lsok eqBHksM+ ls D;k vfHkizk; gS\ D;k dkjd lsok eqBHksM+ dks izHkkfor djrs gSa\ foLrkj ls O;k[;k 

dhft,A  

Q.14 Write a brief note on Advertising and Branding with reference to service marketing.  

 lsok foi.ku ds lanHkZ esa foKkiu vkSj czkafMax ij ,d laf{kIr uksV fy[ksaA 

Q.15 Explain the scope and functions of service marketing strategy for Stock Market.  

 LVkWd ekdsZV ds fy, lsok foi.ku j.kuhfr ds nk;js vkSj dk;ksZa dh O;k[;k djsaA  

Q.16 Develop a flow chart to depict the delivery of the following services: 

 (a) Hotel catering  

 (b) Banking   

 fuEu lsokvksa ds forj.k dks n’kkZus ds fy, ,d ¶yks pkVZ fodflr djsa&  

 (a) gksVy dk [kkuiku  

 (b) cSafdax  

----------------------------------------- 


