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 Notes : 1. All five questions are compulsory.  

 2. All questions carry equal marks.  
 

    

1. a) Elaborate the characteristics of services.  

 

8 

 b) Describe in details growth of service sector.  

 

8 

  OR  

 c) What is meant by service marketing? Explain barriers of service organization.  

 

16 

2. a) Explain concept of service marketing mix.  

 

8 

 b) Write the scope of marketing mix service.  

 

8 

  OR  

 c) What do you mean by ‘Service marketing mix’. Explain the stages of new service 

development.  

 

16 

3. a) State features of marketing of services.  

 

8 

 b) Explain service product development.  

 

8 

  OR  

 c) What do you understand models of service marketing? Explain its importance.  

 

16 

4. a) Write the features of monitoring customer satisfaction.  

 

8 

 b) Explain the monitoring and measuring customer satisfaction.  

 

8 

  OR  

 c) What is meant by influencing customer satisfaction? Explain its importance.  

  

16 

5.  Write short notes.  

 

 

  a) Range of service marketing.  

 

4 

  b) Types of new services.  

 

4 

  c) Challenges in services business.  

 

4 

  d) Concept of average customer lifetime.  

 

4 

  ********  
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 ÔãîÞã¶ãã :- 1. ÔãÌãÃ ¹ãÆÍ¶ã ‚ããÌãÍ¾ã‡ãŠ ‚ããÖñ¦ã.  

 2. ÔãÌãÃ ¹ãÆÍ¶ããâ¶ãã Ôã½ãã¶ã Øãì¥ã ‚ããÖñ¦ã. 

 

    

1. ‚ã) ÔãñÌããâÞãñ ÌãõãäÍãÓ›¿ãñ ÔããäÌãÔ¦ãÀ ãäÌãÍãª ‡ãŠÀã. 

 

8 

 ºã) ÔãñÌãã àãñ¨ããÞããè Ìãã¤ ÔããäÌãÔ¦ãÀ Ìã¥ãÃ¶ã ‡ãŠÀã. 

 

8 

  ãä‡ãâŠÌãã  

 ‡ãŠ) ÔãñÌãã ãäÌã¹ã¥ããè ½Ö¥ã•ãñ ‡ãŠã¾ã? ÔãñÌãã ÔãâÔ©ãñÞãñ ‚ã¡©ãßñ Ô¹ãÓ› ‡ãŠÀã. 

 

16 

2. ‚ã) ÔãñÌãã ãä½ãÑã ãäÌã¹ã¥ã¶ããÞããè Ôãâ‡ãŠÊ¹ã¶ãã Ô¹ãÓ› ‡ãŠÀã. 

 

8 

 ºã) ÔãñÌãã ãä½ãÑã ãäÌã¹ã¥ã¶ããÞããè Ì¾ãã¹¦ããè ãäÊãÖã. 

 

8 

  ãä‡ãâŠÌãã  

 ‡ãŠ) ÔãñÌãã ãä½ãÑã¥ã ãäÌã¹ã¥ã¶ã ½Ö¥ã•ãñ ‡ãŠã¾ã? ¶ãÌããè¶ã ÔãñÌãã ãäÌã‡ãŠãÔããÞãñ ›¹¹ãñ Ô¹ãÓ› ‡ãŠÀã. 

 

16 

3. ‚ã) ÔãñÌãã ãäÌã¹ã¥ã¶ããÞãñ ÌãõãäÍãÓ›¿ãñ ÔããâØãã. 

 

8 

 ºã) ÔãñÌãã „¦¹ããª¶ã ãäÌã‡ãŠãÔã Ô¹ãÓ› ‡ãŠÀã. 

 

8 

  ãä‡ãâŠÌãã  

 ‡ãŠ) ÔãñÌãã ãäÌã¹ã¥ã¶ããÞãã ¶ã½ãî¶ãã ¾ãã¹ããÔãî¶ã ‚ãã¹ã¥ããÔã ‡ãŠã¾ã ‚ã©ãÃºããñ£ã Öãñ¦ããñ? ¦¾ããÞãñ ½ãÖ¦Ìã Ô¹ãÓ› ‡ãŠÀã. 

 

16 

4. ‚ã) ½ããõãä³‡ãŠ ØãÆãÖ‡ãŠ Ôã½ãã£ãã¶ããÞãñ ÌãõãäÍãÓ›¿ãñ ãäÊãÖã. 

 

8 

 ºã) ØãÆãÖ‡ãŠ Ôã½ãã£ãã¶ã ªñŒãÀñŒã ‚ãããä¥ã ½ããñ•ã½ãã¹ã Ô¹ãÓ› ‡ãŠÀã. 

 

8 

  ãä‡ãâŠÌãã  

 ‡ãŠ) ØãÆãÖ‡ãŠ Ôã½ãã£ãã¶ã ¹ããäÀ¥ãã½ã ½Ö¥ã•ãñ ‡ãŠã¾ã? ¦¾ããÞãñ ½ãÖ¦Ìã Ô¹ãÓ› ‡ãŠÀã. 

 

16 

5.  ãä›¹ãã ãäÊãÖã. 

 

 

  ‚ã) ÔãñÌãã ãäÌã¹ã¥ã¶ã ãäÌãÔ¦ããÀ  

 

4 

  ºã) ¶ãÌããè¶ã ÔãñÌããâÞãñ ¹ãÆ‡ãŠãÀ  

 

4 

  ‡ãŠ) ÔãñÌãã Ì¾ãÌãÔãã¾ããÞ¾ãã ãäÌã¹ã¥ã¶ãã¦ããèÊã ‚ããÌÖã¶ãñ. 

 

4 

  ¡) ÔãÀãÔãÀãè ØãÆãÖ‡ãŠ ‚ãã•ããèÌã¶ã Ôãâ‡ãŠÊ¹ã¶ãã. 4 

  ***********  
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 ÔãîÞã¶ãã†ú :- 1. Ôã¼ããè ¹ãÆÍ¶ã ‚ããä¶ãÌãã¾ãÃ Ööý 

 2. Ôã¼ããè ¹ãÆÎ¶ããò ‡ãñŠ ‚ãâ‡ãŠ Ôã½ãã¶ã Öõý 

 

    

1. ‚ã) ÔãñÌãã‚ããò ‡ãŠãè ãäÌãÍãñÓã¦ãã†â ÔããäÌãÔ¦ããÀ ãäÌãÍãª ‡ãŠãèãä•ã¾ãñý 

 

8 

 ºã) ÔãñÌãã àãñ¨ã ‡ãŠã ãäÌã‡ãŠãÔã ‡ãŠã ÔããäÌãÔ¦ããÀ Ìã¥ãÃ¶ã ‡ãŠãèãä•ã¾ãñý 

 

8 

  ‚ã©ãÌãã  

 ‡ãŠ) ÔãñÌãã ãäÌã¹ã¥ããè Ôãñ ‡ã‹¾ãã ‚ããÍã¾ã Öö? ÔãñÌãã ÔãâÜã›¶ã ‡ãñŠ ºãã£ãã‚ããñ ‡ãŠãñ Ô¹ãÓ› ‡ãŠãèãä•ã¾ãñý 

 

16 

2. ‚ã) ÔãñÌãã ãä½ãÑã¥ã ãäÌã¹ã¥ã¶ã ‡ãŠãè Ôãâ‡ãŠÊ¹ã¶ãã Ô¹ãÓ› ‡ãŠãèãä•ã¾ãñý 

 

8 

 ºã) ÔãñÌãã ãä½ãÑã¥ã ãäÌã¹ã¥ã¶ã ‡ãŠã ãäÌãÔ¦ããÀ ãäÊããäŒã¾ãñý 

 

8 

  ‚ã©ãÌãã  

 ‡ãŠ) ÔãñÌãã ãä½ãÑã¥ã ãäÌã¹ã¥ã¶ã ¾ãã¶ãñ ‡ã‹¾ãã Ööý ¶ãƒÃ ÔãñÌãã ‡ãñŠ ãäÌã‡ãŠãÔã ÞãÀ¥ã Ô¹ãÓ› ‡ãŠãèãä•ã¾ãñý 

 

16 

3. ‚ã) ÔãñÌãã ãäÌã¹ã¥ã¶ã ‡ãŠãè ãäÌãÍãñÓã¦ãã†â ºã¦ãÊããƒ¾ãñý 

 

8 

 ºã) ÔãñÌãã „¦¹ããª ãäÌã‡ãŠãÔã Ô¹ãÓ› ‡ãŠãèãä•ã¾ãñý 

 

8 

  ‚ã©ãÌãã  

 ‡ãŠ) ÔãñÌãã ãäÌã¹ã¥ã¶ã ‡ãŠã ¶ã½ãî¶ãã Ôãñ ‚ãã¹ã‡ãŠã ‡ã‹¾ãã ‚ããÍã¾ã Öö? „Ôã‡ãñŠ ½ãÖ¦Ìã Ô¹ãÓ› ‡ãŠãèãä•ã¾ãñý 

 

16 

4. ‚ã) ½ããõ³ãè‡ãŠ „¹ã¼ããñ‡ã‹¦ãã Ôã½ãã£ãã¶ã ‡ãŠãè ãäÌãÍãÓã¦ãã†â ãäÊããäŒã¾ãñý 

 

8 

 ºã) ØãÆãÖ‡ãŠ Ôãâ¦ãìÓ›ãè ‡ãŠãè ãä¶ãØãÀã¶ããè ‚ããõÀ ½ãã¹ã¶ã Ô¹ãÓ› ‡ãŠãèãä•ã¾ãñý 

 

8 

  ‚ã©ãÌãã  

 ‡ãŠ) ØãÆãÖ‡ãŠãò ‡ãŠãè Ôãâ¦ãìÓ›ãè ‡ãŠãñ ¹ãÆ¼ãããäÌã¦ã ¾ãã¶ãñ ‡ã‹¾ãã Öö? „Ôã‡ãñŠ ½ãÖ¦Ìã Ô¹ãÓ› ‡ãŠãèãä•ã¾ãñý 

 

16 

5.  Ôãâàãñ¹ã ½ãò „¦¦ãÀ ãäÊããäŒã¾ãñý 

 

 

  ‚ã) ÔãñÌãã ãäÌã¹ã¥ã¶ã ‡ãŠãè Ôããè½ãã ý 

 

4 

  ºã) ¶ãƒÃ ÔãñÌãã‚ããò ‡ãñŠ ¹ãÆ‡ãŠãÀý 

 

4 

  ‡ãŠ) ÔãñÌãã Ì¾ãÌãÔãã¾ã ãäÌã¹ã¥ããè ‡ãŠãè Þãì¶ããõ¦ããè¾ããúý 

 

4 

  ¡) ‚ããõÔã¦ã ØãÆãÖ‡ãŠ •ããèÌã¶ã Ôãâ‡ãŠÊ¹ã¶ããý 4 

  ************  
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