B.Com.(with Credits)-Regular-Semester 2012 Sem VI
BCom3661 - Marketing Management-Service Marketing

P. Pages: 3 GUG/W/16/5181
Time : Three Hours ‘|,Ik||”(|)||||1”|||2”|||£|3|" |l|| Max. Marks : 80
Notes: 1.  All question are compulsory.
2. All questions carry equal marks.
1 a)  Describe the essential elements of services market. 8
b)  State the classification of services market. 8
OR
c)  Explain the concept nature and growth of service sector in service market. 16
2 a)  Describe in detail the term of new services development. 8
b)  Explain the scope of services marketing mix. 8
OR
c)  Discuss the importance of physical evidence in services marketing. 16
3 a)  Explain the development process of service product. 8
b)  Explain the 4Ps of service marketing. 8
OR
c)  Narrate the marketing challenges in service business. 16
4 a)  Explain the role of customer satisfaction in buying process. 8
b)  Explain the concept of monitoring customer satisfaction. 8
OR
c)  Explain the role customer satisfaction. Define customer satisfaction. Explain the factors 16
influencing of its in detail.
5. Write in short note :
a) Growth of service sector. 4
b) Service quality. 4
c) Models of service marketing. 4
d) Average customer lifetime. 4
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