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Instructions to the candidates: . -
1) All questions are compulsory.
2)  Neat diageams must-be drawn wherever necessary.

Q1) A) Multiple Choice Questions. [5]
a)  All of the following are examples of services EXCEPT:
1)  Banking 1) }io{els and motels
) Tax preparation V) ‘Computer software
b) Services can not be storgd.ﬁk Thisdescribes the
characteristic of services. Sy
i)  Intangibility S & 4 i)  Variability
i) Inseparability.... iv) Inconsistency
c) Added features to an off;fing are called service features.
i) Expectea | ii) Augmented
ii) “Secondary iv) Perceived
d) The extended rﬁarketing mix for services includes ftfj?eople,
Processes and ! Ny
) Product i) Plap
i) Physical Evidence iv) Pfémotié’n
e) Tertiary Sector is also called

1)  Operational Sector i)’ Setvice Sector

i) Managing Sector ': - )’iv) ‘None of the above
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B) Match the pairs. [5]

A B
Physical evidence Process of classification of target market
Service blueprint Indication of conduction of service
Segmentation Roadmap of service delivery process
Six Market model ‘ Reduction in industrial’aceidents
Safe working environment| Relationship marking

02) Long Answer qhesti‘c’)ns (Attempt any 1 out of 2) [10]
a) Define the term services. Explain the classification of services.
b) Explain in detail the various promotiontools-used for services marking.

03) Long Answer questions (attempt any 1 out of 2) [10]
a) Explain in detail the six market model.
b) Explain the PESTEL factors with regards to services
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Q4) Short notes (Attemptiany 4 out of6)~ -~ [4%5=20]
a) Importance of serviceindustry ‘
b) Factors affecting choice of distribution channels
c) Physical evidence ’ |
d) Service blueprint K
e) Characteristics of services -
f)  Globalization in the service industry
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