APRIL 2019 65160‘/KDA20

Time : Three hours “ Maximym ; 75 marks
PART A — (10 x 1 = 10 marks)

Answer any TEN questions in 50 words each.

1.  Define Service.

2. . What is environmental service?
3.  Write a note on Variability in service.
4.  What are professional services?

5. What do you mean by advertising agency?
6.  Write a short note.on recruitment service.
7.  What is meant by innovations in service?

8. What do you understand by product support
service? '

9. IWhat is pricing of service?
10. Write a short note on financial serv1ce"
11. What do you understand by CRM?

12. -~ What is meant by customer sat1sfact10n'7
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20.
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22.

PART B — (5 x 5 = 25 marks)

AnsWer any FIVE questions in 200"w0r‘ds each.
Describe the Characteristics of services.
Distinghish between servicég and g_o'ods:;
EXplain; cdmmunica'tvio‘n- ,se\rvices.

Write a brief note o;l tOuriSm marketing.
Sﬁatg the objectiveé of pricing of se;'viéles.
Write a note on'marketing for n_ori-pr_o.fit'ﬁrms.

Explain the need for- customer rélationship
management.

PART C — (4 x 10 = 40 marks)

Answer any FOUR questions in 500 wqfds each.

Describe the Significance of Service Marketing.
Explain the service marketing mix.

Discuss the marketing strétegies for professional

service firms.
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24.

25.

Enumerate, the importance of marketing of
insurance.

Examine the after sales service techniques.

Elucidate the Steps to customer relationship
mandgement.
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