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MARKETING OF SERVICES
Paper : 602 .

Full Marks— 80
Time — Three hours

The figures in the margm indicate full marks
for the questnons

- Answer elther in English or in Assamese.
TG W) spiEe ew ARkl

1. Answer the followmg questlons as dlrected
1x10=10

{Wﬁmaﬁﬁmﬁrﬁwwm

(a) Write'one example of new generation services.
TR AT RN <5 Swzae fa
(b) Give one reason for new service development.

TG ORI TR 51 IRA S <4 |
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(c¢) The success of a service mostly depends on
internal marketing / extemal marketing.
~ (Choose the -correct one) ‘

mmmﬁtﬁw‘amﬁqw; .
WW‘HGW%WNWW L
- R Sfeea)

(d) The area where employees’ action takes place
is cal-led- . (Fill in the blank)
R ge Wﬁ@a = A 27 o
@RI = (AR G s )
(e) Write the full form of IRCTC.
 IRCTCA =9} S=Its frati
(f) In its advertisement for tourism who uses the
slogan ‘INCREDIBLE INDIA’
srfo ReIFR QI ‘INCREDIBLE
INDIA® CHISHAIB! IR I 2 :

(g) Mention one product mix of LICI.

@ﬁ@a@m%ﬁmmwﬁm@m
4
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- (h) Introducing a serv1ce at low ‘initial price is
called —

aﬁmwmw@qmﬁw
& & =r =

- (i) Prestige Pricing

sfirtopel W iR

(i) Psychological Pricing -
Tl i R

(iii) Penetration Pricing .
ot/ cowiRt i el

(iv) Skimming Pricing
s W R

(i) , ‘Educational counselling’ is not included in
product mix of Banking Serv1ces (Wnte true
or false) :

‘ﬁﬂﬁﬂ'ﬂﬁim‘fﬁﬂ‘f ﬁﬂmmmﬂcﬂ
iR SEEE T (9% L] weT )

() In case of Health Care | Services consumers
exhibit —
HIPS
LIPS
ZIPS
(Select the right option)
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(o Sea Ak Bvaa)
2; Shortly answer tim following : 2x 5=10
(a) What is Basic ISer\_fice Package ?

(b) Mention two sales promotion tools employed
by service organisations.

mwamﬂbﬂmﬁﬁﬁqﬂwmww -
o1 e Sw w1

(c) State any two bases for classification of
services with examples.

@Wmmmﬁﬁwqﬁm@t-
w14 B 4
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(d) Discuss two strategies - for ‘enhancing

’employees participatiori in service marketing.

. CRR ISR TR Wﬂ"eﬁ '«11% 9 i%‘t
e wmm 34|

(e) What is Service Differentiation ?
o RfvTerd e

3. Write short answer of any: four of the following :
. - 5x4=20
e R oI BB 5 Bed o s
(a) What are the expanded 3Ps in Service
Marketing Mix ? Briefly. explain
FRIR @RS TemiRe S P ﬁs e
Eijiﬁs I T

(b) Write a short note on eight petals in the ﬂ?wer

of service. o

R e St AR esive 5 Gt o
~(c) ‘What are the steps in consumer pre-purchase

decision making stage ? - |

,mwwmmmmw
31 sMCEeicesst & &2
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-(d) What are the benefits of Franchising for
distribution of services ?

maﬁwt@wwﬁwmﬁ@ﬂwﬁm
ISRBIR 2

(e) Based on natlonahty, classify dlfferent types
of users of services of hotel industry.

a@wwww m@ﬁ@mﬂmm
wﬁmw«wm&’rﬁwﬁmm

(f) Write about front office and back ofﬁce in the
service system.

mwﬁwwmw wuwm*q
R ‘

4. With reference to markenng, explain the vanous .
activities undertaken by service sector in India,
10

memwiwﬁm-
.ﬁ%ﬁmwwu
owm?an

Discuss- the essential steps in the process of -
development of a new service. ,

SNCE T WWWWW
SIS 3
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5 - What are the challenges of mtanglbxlxty in service
industry ? i

Differentiate between goods and service marketing. E
' 4+6=10"

| GRS SpeR e B R
T ITREI HiF RN ISR #1477 [l 1)
Or / Fizat

“Marketing of services draw the attention on
decisions related to the level of product”

In the light of the statement discuss the various
levels of service products

“ ORI IT[IICA ﬂcﬂaﬁ%ﬁ@wﬁe’@ﬁmaﬁ@ |
A W @7 |

-@@@%awwmﬁ%ﬂmm
WWl

- 6. What is information search.? Discuss the types of
" sources ‘of information the customers may refer
for making a purchase decision. 2+8=10

ST SPTER N 2 ACE T T FIaS sz
AR F63 7t Riow oY Seormz et =
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Or / izl -

What is service evaluation ?
" Explain the roles of customers in evaluating of a
service experience. ' 3+7=10

- CRIN ToorRa- e .
ORI IfSwel JRme o e W M
SRR I ) |

7. Explain the concept of “Tourist’.

' Discuss in brief the marketing mix for tourism -
services. S 2+8=10 '
SIGF'Y AT [T FA | “

6 R T Rt SN e 34 |

Or/mi‘m

What are the different market s_é'ginent_s for
transportation service in India ? '

Give a brief account of maﬂ_cet segmentation of

~ Indian Railways. - 5+5=10
oIS AR erR Ry o Rererng &
Ree

Wﬂ@ammﬁwﬁs{ﬁmm
€|
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