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Time : Three hours . Maximum : 75 marks

 PART A— (10 X 1= 10 marks)
Anéw_er any TEN guestiops:
1. What’» is me;';tnt by service? |
2. Wh_at. is services ma;rketihg?
3. Write a short note on TQM
4. Wiiat do you know a_bqu‘t, consﬁltancy? |
5. Write a shf;nft ndtc; oﬁ ’I.‘dui'ism;' :
6. What is'- meant by product suj)port'_éefw;ices?
7. = Write a short note on sél:vice iﬁn?vation.. e
8.  What is service dua]jty? -y
9.  Whatis .lxieanf by financial service?
10. Whatis CRM? |
11. Wha;i is meant by relationship marketing?

' 12. What do y,ou'u_nd'erstand by customer satisfaction?
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13.

14.
15.

16.
17.
18.

19.

20.

21.

- PART B — (5 x 5 = 25 marks)
L Answer any FIVE questions.

Briefly mention the reasons for the growth of the
service economy.

What are the characteristics of services?

~ Why services required after sales?

Explain the reasons for unsuccessful service
quality delivery. :

What are the characteristics of marketing of

. financial services?

How did the concept of relatlonshlp marketing

emerge?

Distinguish between Transaction marketmg and
relationship marketing. '

PART C — (4 x 10 = 40 marks)
Answer any FOUR questions.
How are services classified? Elaborate.

What trends do you v1suahze for services in the
new millennium?
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22,

23.

24.

25.

Enumerate the marketmg strategies for service
firms.

Discuss the importance of princing of services
strategy.

Critically examine the characteristics of Non-
Profit Marketing.

Explain the customer ‘relationship management
strategies.
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