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 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 

influencing of its in detail. 

16 

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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 Ôã îÞã¶ãã : - 1. ÔãÌãÃ ¹ãÆÎ¶ã ‚ããÌãÎ¾ã‡ãŠ ‚ããÖñ. 

 2. ÔãÌãÃ ¹ãÆÎ¶ããâ¶ãã Ôã½ãã¶ã Øãì¥ã ‚ããÖñ¦ã. 
 

    

1. ‚ã) ÔãñÌãã ãäÌã¹ã¥ããè¦ããèË ‚ããÌãÎ¾ã‡ãŠ ºããºããèÞãñ Ìã¥ãÃ¶ã ‡ãŠÀã. 8 

 ºã) ÔãñÌãã ãäÌã¹ã¥ããèÞãñ ÌãØããê‡ãŠÀ¥ã ÔããâØãã. 8 

  ãä‡ãâŠÌãã  

 ‡ãŠ) ÔãñÌãã ãäÌã¹ã¥ããèÞããè Ôãâ‡ãŠÊ¹ã¶ãã, ÔÌãÁ¹ã ‚ãããä¥ã ÔãñÌãã àãñ¨ããÞããè Ìãð£ªãè Ô¹ãÓ› ‡ãŠÀã. 16 

2. ‚ã) ¶ããäÌã¶ã ÔãñÌãã ãäÌã‡ãŠãÔã Ôãâ—ãã Þãñ ÔããäÌãÔ¦ãÀ Ìã¥ãÃ¶ã ‡ãŠÀã. 8 

 ºã) ÔãñÌãã ãäÌã¹ã¥ã¶ã ãä½ãÑã¥ããÞããè Ì¾ãã¹¦ããè Ô¹ãÓ› ‡ãŠÀã. 8 

  ãä‡ãâŠÌãã  

 ‡ãŠ) `ÔãñÌãã ãäÌã¹ã¥ã¶ãã¦ããèË ¼ããõ¦ããè‡ãŠ ¹ãìÀãÌ¾ããÞãñ ½ãÖ¦Ìã` ÞãÞããÃ ‡ãŠÀã. 16 

3. ‚ã) ÔãñÌãã „¦¹ããª¶ããÞããè ãäÌã‡ãŠãÔã ¹ãÆãä‰ãŠ¾ãã Ô¹ãÓ› ‡ãŠÀã. 8 

 ºã) ÔãñÌãã ãäÌã¹ã¥ã¶ãã¦ããèË 4Ps Ô¹ãÓ› ‡ãŠÀã. 8 

  ãä‡ãâŠÌãã  

 ‡ãŠ) ÔãñÌãã Ì¾ãÌãÔãã¾ãã¦ããèË ãäÌã¹ã¥ã¶ã ‚ããÌÖã¶ãñ ãäÌãÎãª ‡ãŠÀã. 16 

4. ‚ã) ‰ãŠ¾ã ¹ãÆãä‰ãŠ¾ãñ¦ããèË ØãÆãÖ‡ãŠ Ôã½ãã£ãã¶ããÞããè ¼ãîãä½ã‡ãŠã Ô¹ãÓ› ‡ãŠÀã. 8 

 ºã) ØãÆãÖ‡ãŠãâÞãñ ½ããõ³ãè‡ãŠ Ôã½ãã£ãã¶ã Ôãâ‡ãŠÊ¹ã¶ãã Ô¹ãÓ› ‡ãŠÀã. 8 

  ãä‡ãâŠÌãã  

 ‡ãŠ) ØãÆãÖ‡ãŠ Ôã½ãã£ãã¶ã ¹ããäÀ¼ãããäÓã¦ã ‡ãŠÀã. ¦¾ããÌãÀãèË ¹ãÆ¼ããÌã‡ãŠãÀãè Üã›‡ãŠãâÞãñ ãäÌãÔ¦ãð¦ã Ô¹ãÓ›ãè‡ãŠÀ¥ã ‡ãŠÀã. 16 

5.  ©ããñ¡‡ã‹¾ãã¦ã ãä›¹ã¥ã ãäËÖã.  

  ‚ã) ÔãñÌãã àãñ¨ãã¦ããèË Ìãð£ªãè. 4 

  ºã) ÔãñÌãã Øãì¥ãÌã¦¦ãã. 4 

  ‡ãŠ) ÔãñÌãã ãäÌã¹ã¥ã¶ããÞãñ ¹ãÆãÁ¹ã. 4 

  ¡) ØãÆãÖ‡ãŠ ÔãÀãÔãÀãè •ããèÌã¶ã½ãã¶ã. 4 

  *************  
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 ÔãîÞã¶ãã†ú :- 1. Ôã¼ããè ¹ãÆÎ¶ããò ‡ãŠãñ ÖË ‡ãŠÀ¶ãã ‚ããä¶ãÌãã¾ãÃ Öõ ý 

 2. Ôã¼ããè ¹ãÆÎ¶ããò ‡ãŠãñ ‚ãâ‡ãŠ Ôã½ãã¶ã Öõ ý 
 

    

1. ‚ã) ÔãñÌãã ãäÌã¹ã¥ããè ‡ãŠãè ‚ããä¶ãÌãã¾ãÃ ºããºããè ‡ãŠã Ìã¥ãÃ¶ã ãä‡ãŠ•ããè¾ãñ ý 8 

 ºã) ÔãñÌãã ãäÌã¹ã¥ããè ‡ãñŠ ÌãØããê‡ãŠÀ¥ã ºã¦ãËãƒÃ¾ãñ ý 8 

  ‚ã©ãÌãã  

 ‡ãŠ) ÔãñÌãã ãäÌã¹ã¥ããè ‡ãŠãè Ôãâ‡ãŠÊ¹ã¶ãã, ÔÌãÁ¹ã †Ìãâ ÔãñÌãã àãñ¨ã ‡ãŠãè Ìãð£ªãè Ô¹ãÓ› ãä‡ãŠ•ããè¾ãñ ý 16 

2. ‚ã) ¶ãÌã ÔãñÌãã ãäÌã‡ãŠãÔã Ôãâ—ãã ãäÌãÔ¦ããÀ Ôãñ Ìã¥ãÃ¶ã ãä‡ãŠ•ããè¾ãñ ý 8 

 ºã) ÔãñÌãã ãäÌã¹ã¥ã¶ã ãä½ãÑã¥ã ‡ãŠãè Ì¾ãã¹ã‡ãŠ¦ãã Ô¹ãÓ› ãä‡ãŠ•ããè¾ãñ ý 8 

  ‚ã©ãÌãã  

 ‡ãŠ) `ÔãñÌãã ãäÌã¹ã¥ã¶ã ½ãò ¼ããõ¦ããè‡ãŠ ¹ãÆ½ãã¥ã ‡ãŠã ½ãÖ¦Ìã` ÞãÞããÃ ãä‡ãŠ•ããè¾ãñ ý 16 

3. ‚ã) ÔãñÌãã „¦¹ããª‡ãŠãè ãäÌã‡ãŠãÔã ¹ãÆãä‰ãŠ¾ãã Ô¹ãÓ› ãä‡ãŠ•ããè¾ãñ ý 8 

 ºã) ÔãñÌãã ãäÌã¹ã¥ã¶ã ‡ãŠãè 4Ps Ô¹ãÓ› ãä‡ãŠ•ããè¾ãñ ý 8 

  ‚ã©ãÌãã  

 ‡ãŠ) ÔãñÌãã Ì¾ãÌãÔãã¾ã ½ãò ãäÌã¹ã¥ã¶ã ‡ãŠãè Þãì¶ããõ¦ããè¾ããú ãäÌãÎãª ãä‡ãŠ•ããè¾ãñ ý 16 

4. ‚ã) ‰ãŠ¾ã ¹ãÆãä‰ãŠ¾ãã ½ãò ØãÆãÖ‡ãŠ Ôãâ¦ããñÓã ãä‡ãŠ ¼ãîãä½ã‡ãŠã Ô¹ãÓ› ãä‡ãŠ•ããè¾ãñ ý 8 

 ºã) ØãÆãÖ‡ãŠ ‡ãŠã ½ããõ³ãè‡ãŠ Ôãâ¦ããñÓã Ôãâ‡ãŠÊ¹ã¶ãã Ô¹ãÓ› ãä‡ãŠ•ããè¾ãñ ý 8 

  ‚ã©ãÌãã  

 ‡ãŠ) ØãÆãÖ‡ãŠ Ôãâ¦ããñÓã Ôãñ ‡ã‹¾ãã ‚ããÎã¾ã Öõ ? „¶ã¹ãÀ ¹ãÆ¼ããÌã ¡ãË¶ãñÌããËñ ‡ãŠãÀ‡ãŠ ãäÌãÔ¦ããÀ Ôãñ Ô¹ãÓ› ãä‡ãŠ•ããè¾ãñ ý 16 

5.  Ôãâàãñ¹ã ½ãò ãä›¹ã¥ã ãäËŒããè¾ãñ ý  

  ‚ã) ÔãñÌãã àãñ¨ããò ‡ãŠãè Ìãð£ªãè ý 4 

  ºã) ÔãñÌãã Øãì¥ãÌã¦¦ãã ý 4 

  ‡ãŠ) ÔãñÌãã ãäÌã¹ã¥ã¶ã ‡ãñŠ ¶ã½ãì¶ãã ý 4 

  ¡) „¹ã¼ããñ‡ã‹¦ãã ‚ããõÔã¦ã •ããèÌã¶ã½ãã¶ã ý 4 

  ***********  
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