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The figures in the margin indicate full marks
for the questions.

Answer either in English or in Assamese.

1. Answer the following as directed : 1x10=10
(a) Increasing income level is one of the reasons

for growth of service industry.
(Write true or false) '
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(b) The area where customer actions take place
- is called back office. (Write true or false)
R ge (oo N e = o @EmAl
I IR W (SR SeE )

(c) In its advertisement for tourism, which state

of India uses the slogan "God's own country"?

A @R AR SR (PN T3
“SHNe e o et IR I 2

(1) Karnataka
3o
(i1)) Kerela
) (i) Jammu and Kashmir
Y uE IR
(iv) Himachal Pradesh

, (}1) ‘Which one of the following is not a
facilitating service ?

Oed (P! AN Gl w%F 2
(i) a restaurant in a hotel
G (TS A ([{HID
(i) Transport services for local visit -

PR IR AR *fRTZ oy
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(iii)a hotel for lodging
PR AR QI I

(ivj shopping facilities.
IGI-AAR FNR IRl

(e) Who developed the most popular strategic
model for service marketing called the
"service triangle" ?

“GRA fige” Rl TS ﬁmwﬁ'
sffeE 2 ‘

(f) What is the full form of TCV ?
TCVT 35 Foite! & 2

(g) Brokers and agents are two different kiﬁds of
intermediaries who perform similar functions

in . (Fill "in the blank from the
following)

el Wi ofSffy 42 s :ﬁ‘ﬁm TFEOIPIE
R& % O I FoEd IE|

(SETe ﬁ?lﬁi{-’@ ol AN IR ol )
(i) Service productlon
CRIR SeoAve
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(ii) Service conisumption '
GRIE Sorsial
(iii) Service transportation ",
(iv) Service dis_tributi'on _
T CHIR 'ﬁj‘f

' (H) Which one of the followmg is not 1ncluded
in pnce mix of tourism ? :

S (P! A W fiere wBYE w7F 2
Entry fee
o g
Accorhmo_dation
Food '
_Resté}irant _
(i) The 'AIDA' formula is associated with -

advertising. (Write true or false)

" 'AIDA' A ResisiR Ice s |
(oaw wwa )

(j) Write one new generation service.
o TR GRI @i A
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2.. Write short answer to the following. : i2><5.=10
weTe FarTIR 5 Y6 &l ¢
( i) Describe .twoh importance of service marketing.
| CRIA IR0 O I Fqw -

(u) What is Basic Serv1ce Package (BSP) ?
Fam GRR iEE WA R oo

(111) What is service dlfferentlanon ?

mﬁ%ﬁ@wqﬁi?

(w) What is cost-based pricing ? -

afofes v @ & 2

(v) Explain two sales—promotlon tools emp]oyed
by service organisations.

L CRINEE RSN mﬁwqﬁaﬁ@ﬁ
wﬂmﬁaﬂﬂnw.

3. Write short notes on any four of the 't“olloiving
5%4=20

wﬁm@wﬁ%ﬁmwmm

(i) Discuss the vanous components of a service.

R WW@WWWI
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(ii) Distinguish between goods and service
marketing.
A mw«m mﬂ’aﬂ @Yl |

' (111) Explam in brief the eight petals in the flower
of service.

mawwmh‘ﬁi X FRF A 31|

(iv) What is franchising and what are its benefits
for the distribution of services ?

EFTRRR & we e ﬁfwa AR TR
- oifierig & & ¢ ‘ |
(v) What is hotel marketing and who are its users?

quﬁwwmw
@ 92

(vi) Descr_'ib'e the market segmentation for different
types of transport services.

ﬁf‘ww«ﬂﬁammaﬁwa@w%'

@ 3 <=
4. Discuss the various reasons for the growth of
service sector in India. 10

. OReRAS RIS Rare Rfss IRPZE SicEsa)
1 | '
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Or / «izal

Describe the important characteristics of service.

ORI @%god CAMEPR 39 411

5. Discuss the approaches for pricing of services.
| - 10
CRR 0 FE T 1Y FORRITE S 341
 Or /A

Explain the factors to be taken into consideration
while designing a service distribution system.
cRR Rod omfes i ews  FEe Reoal
FRREN CAMTIE I A1

6. What is service evaluation ? Explain the role of
moods and emotion in customers evaluation of a
service experience.  4+6=10
oA TRA & 2 AITReR. GRR Sfewer
OIS T OR SIE SR g 3t 31

Or / @iz’
What is customer participation in service ? What
measures would you suggest to enhance customer
participation * ' | _ 5+5=10
RIS S Sz A 6 2 2l Tz e
sRae oft & I s o= 2
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7. Who are the users of ‘hotel industry ? Discuss the
various tools of sales promotion that are. used in
promoting the hotel business. .. 4+46=10

TR T A IR 1 Kepl T wnfzanr
TR A FU|

Or / wigal
What are the different market segments for
transportation service ? Discuss the product mix
for road: transport organisations. - 5+5=10

sifzet mﬁﬁmwﬁm{iﬁsﬁi ? 2
ﬂﬁﬁqﬂ\mmwﬁanW|
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