
Total No. of Questions : 4]

[6525]-219
S.Y. B.Com.

MARKETING
SM 205-T : Services Marketing

(2024 Credit Pattern) (NEP) (Semester - III)

Time : 2 Hours] [Max. Marks : 35
Instructions to the candidates :

1) Question No. 1 is compulsory.
2) Attempt any two questions from Q.2 to 4.
3) Figures to the right indicate full marks.

PE3470 [Total No. of Pages : 4
SEAT No. :

Q1) Multiple choice questions. [5]
a) The intangibility of services has implications for the choice of ______.

i) Brand elements ii) Location
iii) Price iv) Product features

b) The extended marketing mix for services includes : People, Processes
and ________.
i) Product ii) Place
iii) Physical Evidence iv) Promotion

c) Standardized and customized flow of activities simple and complex
number of steps and customer involvement by which a service is delivered
is called _________.
i) Place Mix ii) Physical evidence mix
iii) Process mix iv) People mix

d) Which of the following is not generally accepted as being part of the
extended marketing mix for services?
i) Product ii) Price
iii) Process iv) Practice

e) _________ is a tool for simultaneously depicting the service process,
the points of customer contact and the evidence of service from the
customers point of view.
i) Front of Planning ii) Service Blueprinting
iii) Service standardization iv) None of these
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Q2) Definition of Service Marketing. Explain the Challenges and Opportunities of
Service Marketing. [15]

Q3) What do you mean by Service Promotion. Explain the role of marketing
communication. [15]

Q4) Write Short Notes : (Any 3 out of 4) [15]

a) Examples Services Marketing.

b) Customer Relationship Marketing.

c) Implication for Communication Strategies.

d) Establishing Monetary Pricing Objectives.
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(‘amR>r ê$nm§Va)
doi : 2 Vmg] [ EHy$U JwU : 35
gyMZm …- 1) à. H§«$. 1 A{Zdm¶© Amho.

2) à. H§«$. 2 Vo à. H§«$. 4 n¡H$s H$moUVohr XmoZ àíZ gmoS>dm.
3) COì¶m ~mOyMo A§H$ nyU© JwU Xe©{dVmV.

à.à.à.à.à.1) ~hþn¶m©¶r àíZ. [5]

A) godm§À¶m A‘yV©VoMm .............. {ZdS>rda n[aUm‘ hmoVmo.

i) ~±«S> KQ>H$ ii) ñWmZ

iii) qH$‘V iv) CËnmXZ d¡{eï>ço

~) godm§gmR>r {dñVm[aV {dnUZ {‘lUmV ho g‘m{dï> Amho: bmoH$, à{H«$¶m Am{U ...............

i) CËnmXZ ii) {R>H$mU

iii) ^m¡{VH$ nwamdo iv) Om{hamV

H$) à‘m{UV Am{U gmZwHw${bV {H«$¶mH$bmnm§Mm àdmh, gmoß¶m Am{U Jw§VmJw§VrÀ¶m nm¶è¶m§Mr g§»¶m
Am{U J«mhH$m§Mm gh^mJ Á¶mÛmao godm {Xbr OmVo Ë¶mbm ........... åhUVmV.

i) {R>H$mU {‘lU ii) ^m¡{VH$ nwamì¶mMo {‘lU

iii) à{H«$¶m {‘lU iv) bmoH$m§Mo {‘lU

S>) godm§gmR>r {dñVm[aV {dnUZ {‘lUmMm ̂ mJ åhUyZ Imbrbn¡H$s H$moUVo gm‘mÝ¶V: ñdrH$mabo OmV Zmhr.

i) CËnmXZ ii) qH$‘V

iii) à{H«$¶m iv) gamd

B) .......... ho godm à{H«$¶m, J«mhH$ g§nH$m©Mo ‘wÔo Am{U J«mhH$m§À¶m Ñ{ï>H$moZmVyZ godoMo nwamdo ¶m§Mo
EH$mM doir {MÌU H$aUmao gmYZ Amho.

i) {Z¶moOZmMm nwT>Mm ^mJ ii) godm ãbyqàqQ>J

iii) godm ‘mZH$sH$aU iv) ¶mn¡H$s H$mhrhr Zmhr
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à.à.à.à.à.2) godm {dnUZmMr ì¶m»¶m gm§JyZ godm {dnUZmVrb AmìhmZo Am{U g§Yr ñnï> H$am. [15]

à.à.à.à.à.3) godm d¥Õr åhUOo H$m¶? {dnUZ g§àofUmMr ŷ{‘H$m ñnï> H$am. [15]

à.à.à.à.à.4) {Q>nm {bhm. (4 n¡H$s H$moUVhr 3) [15]

A) godm {dnUZ CXmhaUo

~) J«mhH$ g§~§Y {dnUZ

H$) g§àofU YmoaUm§gmR>r n[aUm‘

S>) Am{W©H$ qH$‘V C{Ôï>o ñWm{nV H$aUo




