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 Notes : 1. All questions are compulsory. 

 2. All questions carry equal marks. 

 

    

1. a) Explain the barriers of service organization. 8 

 b) Discuss the classification of services. 8 

  OR  

 c) What do you understand by 'service marketing' ? State its concept & growth. 16 

2. a) Explain the characteristics new services. 8 

 b) Write the importance of physical evidence in service marketing. 8 

  OR  

 c) Describe in detail the term new service development. 16 

3. a) Explain the features of service product development. 8 

 b) State the 'models' of service marketing. 8 

  OR  

 c) Define the marketing of services. Explain the 4 P's of Marketing Services. 16 

4. a) Explain the role in the buying process. 8 

 b) State the factors influencing customer satisfaction. 8 

  OR  

 c) What is meant by monitoring and measuring customer satisfaction ? State its importance 16 

5.  Write short answers.  

  a) Scope of service marketing. 4 

  b) Service quality. 4 

  c) Challenges in service business. 4 

  d) Contents of customer satisfaction. 4 

  **********  
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 ÔãîÞã¶ãã :- 1.  ÔãÌãÃ ¹ãÆÎ¶ã ‚ããä¶ãÌãã¾ãÃ ‚ããÖñ¦ã. 

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

 

    

1. ‚ã) ÔãñÌãã ÔãâÜã›¶ãñÞ¾ãã ‚ã¡Þã¥ããè Ô¹ãÓ› ‡ãŠÀã. 8 

 ºã) ÔãñÌããâÞãñ ÌãØããê‡ãŠÀ¥ã ÞãÞããÃ ‡ãŠÀã. 8 

  ãä‡ãâŠÌãã  

 ‡ãŠ) 'ÔãñÌãã ãäÌã¹ã¥ã¶ãã¹ããÔãî¶ã' ‚ãã¹ã¥ããÔã ‡ãŠã¾ã ‚ã©ãÃºããñ£ã Öñã¦ããñ ? ¦¾ããÞããè Ôãâ‡ãŠÊ¹ã¶ãã Ìã Ìãã¤ ÔããâØãã. 16 

2. ‚ã) ¶ãÌããè¶ã ÔãñÌããâÞãñ ÌãõãäÎãÓ›¾ãñ Ô¹ãÓ› ‡ãŠÀã. 8 

 ºã) ÔãñÌãã ãäÌã¹ã¥ã¶ãã¦ããèË ÎããÀãèãäÀ‡ãŠ ¹ãìÀãÌ¾ããÞãñ ½ãÖ¦Ìã ãäËÖã. 8 

  ãä‡ãâŠÌãã  

 ‡ãŠ) ¶ãÌããè¶ã ÔãñÌãã ãäÌã‡ãŠãÔã Ôãâ‡ãŠÊ¹ã¶ãñÞãñ ÔããäÌãÔ¦ãÀ Ìã¥ãÃ¶ã ‡ãŠÀã. 16 

3. ‚ã) ÔãñÌãã „¦¹ããª ãäÌã‡ãŠãÔããÞãñ ÌãõãäÎãÓ›ñ Ô¹ãÓ› ‡ãŠÀã. 8 

 ºã) ÔãñÌãã ãäÌã¹ã¥ã¶ããÞãñ '½ããù¡ñË' ÔããâØãã. 8 

  ãä‡ãâŠÌãã  

 ‡ãŠ) ÔãñÌãã ãäÌã¹ã¥ã¶ããÞããè Ì¾ããŒ¾ãã ²ãã. ÔãñÌãã ãäÌã¹ã¥ã¶ããÞãñ 4P Üã›‡ãŠ Ô¹ãÓ› ‡ãŠÀã. 16 

4. ‚ã) ‰ãŠ¾ã ¹ãÆãä‰ãŠ¾ãããä¦ãË ¼ãìãä½ã‡ãŠã Ô¹ãÓ› ‡ãŠÀã. 8 

 ºã) ØãÆãÖ‡ãŠãâÞãñ Ôã½ãã£ãã¶ã ‡ãŠÀ¥ããÀñ ¹ãÆ¼ãããäÌã¦ã Üã›‡ãŠ ÔããâØãã. 8 

  ãä‡ãâŠÌãã  

 ‡ãŠ) ØãÆãÖ‡ãŠãâÞããè ÔãâÌãñª¶ãã ªñŒãÀñŒã ‚ãããä¥ã ½ããñ•ã¥ããè ‡ãŠÀ¥ãñ ½Ö¥ã•ãñ ‡ãŠã¾ã ? ¦¾ããÞãñ ½ãÖ¦Ìã ÔããâØãã. 16 

5.  Ôãâãäàã¹¦ã „¦¦ãÀ ãäËÖã.  

  ‚ã) ÔãñÌãã ãäÌã¹ã¥ã¶ããÞããè Ì¾ãã¹¦ããè. 4 

  ºã) ÔãñÌãã Øãì¥ã 4 

  ‡ãŠ) ÔãñÌãã Ì¾ãÌãÔãã¾ãã¦ããèË ‚ããÌããÖ¶ã. 4 

  ¡) ØãÆãÖ‡ãŠ Ôã½ãã£ãã¶ããÞãñ ½ãìªáªñ. 4 

  *************  
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 ÔãîÞã¶ãã†ú :- 1. Ôã¼ããè ¹ããâÞããñ ¹ãÆÎ¶ã ‚ããä¶ãÌãã¾ãÃ Öö ý 

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

 

    

1. ‚ã) ÔãñÌãã ÔãâÜã›¶ã ‡ãŠãè ºãã£ãã†ú ãäÌãÎãª ‡ãŠãèãä•ã¾ãñ ý 8 

 ºã) ÔãñÌãã ‡ãñŠ ÌãØããê‡ãŠÀ¥ã ‡ãŠãè ÞãÞããÃ ‡ãŠãèãä•ã¾ãñ ý 8 

  ‚ã©ãÌãã  

 ‡ãŠ) 'ÔãñÌãã ãäÌã¹ã¥ã¶ã' Ôãñ ‚ãã¹ã‡ãŠã ‡ã‹¾ãã ‚ããÎã¾ã Öõ ? „Ôã‡ãŠãè Ôãâ‡ãŠÊ¹ã¶ãã ‚ããõÀ ãäÌã‡ãŠãÔã ºã¦ãËãƒÃ¾ãñ ý 16 

2. ‚ã) ¶ãƒÃ ÔãñÌãã†ú ‡ãŠãè ãäÌãÎãñÓã¦ãã†ú Ô¹ãÓ› ‡ãŠãèãä•ã¾ãñ ý 8 

 ºã) ÔãñÌãã ãäÌã¹ã¥ã¶ã ½ãò ¼ããõãä¦ã‡ãŠ ¹ãÆ½ãã¥ã ‡ãñŠ ½ãÖ¦Ìã ãäËãäŒã¾ãñ ý 8 

  ‚ã©ãÌãã  

 ‡ãŠ) ¶ãƒÃ ÔãñÌãã ãäÌã‡ãŠãÔã Ôãâ—ãã ‡ãŠã ÔããäÌãÔ¦ããÀ Ìã¥ãÃ¶ã ‡ãŠãèãä•ã¾ãñ ý 16 

3. ‚ã) ÔãñÌãã „¦¹ããª ãäÌã‡ãŠãÔã ‡ãŠãè ãäÌãÎãñÓã¦ãã†ú ãäÌãÎãª ‡ãŠãèãä•ã¾ãñ ý 8 

 ºã) ÔãñÌãã ãäÌã¹ã¥ã¶ã ‡ãŠã '½ããù¡Ë' ºã¦ãËãƒÃ¾ãñ ý 8 

  ‚ã©ãÌãã  

 ‡ãŠ) ÔãñÌãã ãäÌã¹ã¥ã¶ã ‡ãŠãè Ì¾ããŒ¾ãã ãä‡ãŠãä•ã¾ãñ ý ÔãñÌãã ãäÌã¹ã¥ã¶ã ‡ãñŠ 4P Üã›‡ãŠ ãäÌãÎãª ‡ãŠãèãä•ã¾ãñ ý 16 

4. ‚ã) ŒãÀãèªãÀãè ¹ãÆãä‰ãŠ¾ãã ½ãò ¼ãîãä½ã‡ãŠã ãäÌãÎãª ‡ãŠãèãä•ã¾ãñ ý 8 

 ºã) ØãÆãÖ‡ãŠãò ‡ãŠãè Ôãâ¦ãìãäÓ› ‡ãŠãñ ¹ãÆ¼ãããäÌã¦ã ‡ãŠÀ¶ãñ ÌããËñ ‡ãŠãÀ‡ãŠ ºã¦ãËãƒÃ¾ãñ ý 8 

  ‚ã©ãÌãã  

 ‡ãŠ) ãä¶ãØãÀã¶ããè ‚ããõÀ ØãÆãÖ‡ãŠ Ôãâ¦ãìãäÓ› ‡ãŠãñ ½ãã¹ã¶ãñ ‡ãŠã ‡ã‹¾ãã ‚ããÎã¾ã Öõ ? „Ôã‡ãñŠ ½ãÖ¦Ìã ºã¦ãËãƒÃ¾ãñ ý 16 

5.  Ôãâàãñ¹ã ½ãò „¦¦ãÀ ãäËãäŒã¾ãñ ý  

  ‚ã) ÔãñÌãã ãäÌã¹ã¥ã¶ã ‡ãŠãè Ì¾ãã¹¦ããè ý 4 

  ºã) ÔãñÌãã ‡ãŠãè Øãì¥ãÌã¦¦ãã ý 4 

  ‡ãŠ) ÔãñÌãã Ì¾ãÌãÔãã¾ã ½ãò Þãì¶ããõãä¦ã¾ããâ ý 4 

  ¡) ØãÆãÖ‡ãŠ Ôã½ãã£ãã¶ã ‡ãñŠ ¹ãÆãÌã£ãã¶ã ý 4 

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