APRIL 2021 72216/ MAMG6Y/BPM6C

Time : Three hours Maximum : 75 marks
PART A — (10 x 2 = 20 marks)
Answer any TEN questions.

1.  Classify services.

Cranauilenar cuansliLi(HSgIs.

2. What are the unique features of consultancy
services?

< Caorgamar GCaameuuller SpLilweoysamer afleurl.

3. What are the pricing objectives of service
organization?

Caanau enwlibdlen elleneuiluie) Crrésmser wremae ?

4.  What do you mean by insurance marketing?
STULEL(H FHhangudluicd cremmmed 6TemeT ?
5. Give the meaning of relationship marketing.

ghanguilwed Qs Ly eremLigen QUTHET H(Hs.

6.  State the characteristics of Tourism industry.

sHmer gienpuler Spriueysamer @O0 S.



10.

11.

12.

13.

14.

What is demographic segmentation?

DSSHET GUENSLIT(H GTETDITED 6TETET ?

Define the term product development.

QUTHET GUETTES ETETLISE @)VEHEMTLD &(TH.

What is marketing mix?

E(I'_F)GIS)'E;US]U_IGD HLMG 6TeITMITEL 6T GG ?

State the significance of after sales service.
spuener GCaameus@Liber serenwulanar @NlLikpHs.

What is service blue printing?

Craneu HN&FFLIGGID GTETDTE) GTEITET ?

What are the factors, which influence service
quality?

Coamau grsdled LITGa5amIq WL sryanflger wrane ?
PART B — (5 x 5 = 25 marks)

Answer any FIVE questions.

State the significance of services marketing.

Ceanau shensullwiedien gerenoulienar @GmLikGHs.
Formulate a marketing mix for a few select
services.

CambsOsasiul L g S Caamausaier shanguldlwie

seanalullenar Seanrddl(hs.
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15.

16.

17.

18.

19.

20.

What is pricing? Briefly explain the key pricing
concepts.

flemevuflweéd GTEITDTED GTGUTGYT ? cfleneouldiwied
Camlumligener sh&snms afleu.

What do you mean by quality control? Explain the
importance of quality control to the service
organisation.

sr&s_(Huur®h ererpmed ereer? Coemel enolifle
2 @TeT FI&ESEL_(HLILTL q6r (PéHlwsglaisanar adle.

Explain the importance of CRM and relationship
marketing in service organisation.

Ceamas  emwiiler oerter  mHsTCeaumt Qg miy
Coeremens wHmId  shevsulwud  Csmider
wsHwusgeusSener afleu.

Explain the advantages of mutual fund.

ugevuy Hlufler perenosaner alleuifl.

State the marketing mix elements for the
telecommunication services.

Qarene goeud Csriy GCsameusafer ghanguduied
FOM6 pGImMIGaMEr GNILEHS.

PART C — (3 x 10 = 30 marks)

Answer any THREE questions.

Discuss the characteristics of services marketing.

Caanau shengsuflweden SpribGudysamer adleu.
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21.

22.

23.

24.

Explain the different stages in the development of
new services.

HSlw Geaneu euariasluflen LwCoum Hlenevsener adleu.

Describe the major steps in  effective
communication.

Lwepieter  gseudpenpuiler  LOCam  Hlevovsamar
efleul.

Explain the role of ‘Package Tours’ in the
promotion of tourism.

sHmieor Goburigd o 6er s (Hrer shHmiereder
Lmidlener efleul.

Why were services such as the supply of
electricity, water etc. kept under public utilities.
Qumgiuwerumiger S ugroMsSUU@ED Weremrbd
LHMHID B SefbGhemer T Coanau
CoamauliLi(h&mg.
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