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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.

Q1) Multiple choice questions. [5]
a) The intangibility of services has implications for the choice of
1)  Brand elements i) Location
) Price iv) Product features
b) The extended marketing mix for services includes : People, Processes
and
i)  Product i) Place
i) 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
1)  Place Mix i)  Physical evidence mix
) Process mix 1v) People mix

d) Which of the following is not generally accepted as being part of the
extended marketing mix for services?

i)  Product i) Price
i)  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 i)  Service Blueprinting
i)  Service standardization iv) None of these

PTO.



02) Definition of Service Marketing. Explain the Challenges and Opportunities of
Service Marketing.

[15]

03) What do you mean by Service Promotion. Explain the role of marketing
communication.

04) Write Short Notes : (Any 3 out of 4)

a)
b)
c)
d)

Examples Services Marketing.

Customer Relationship Marketing.

Implication for Communication Strategies.

Establishing Monetary Pricing Objectives.

VOOQ
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