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N.B. 1. All questions are compulsory
2.Figures to the right indicate marks.

Q.1. (A) Match the column (any Eight)

Group A

Produced & consumed at same place

Services cannot be stored
People Based Services

Self Service

o O Qlw »

Service Scape

Blue print

Branding

g Qe\?ﬂl ;
Settmg staindard&

Service marketing
SERVQUAL

il == | | B

Benchmarking
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(C) What are the different ways of distributing services? Explaig?thé ol Ef:iy
Franchising in distributing services. Sl

(D) What is service mapping? Explain the four lines of se(yféé nap

dbe

Q3. (A) Explain the Gap Model of service quality. AT
(B)Explain the strategies for managing capacity to match demand
OR K , ¥ )

Y

(C)Explain the concept of service productivity ande\ramar ways't

(D)What is Service Quality? What are the ﬁv‘e‘*fg_!iinénsignsfidfﬁuaﬁfy?

Q4. (A) what are the international and global
(B) Explain the concept of zone of tgeranc “with
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