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M. Com. Part-II : SUMMER - 201}"

SUBJECT: SPECIAL GROUP-I’3: MARKETING-IV

Day: luesday Time: 03.00 PM TO 06.00 PM
Date; 16/04/2019 S.2019-4745 Max. Marks: 80
N.B:

1) All questions are COMPULSORY.
2) Figures to the right indicate FULL marks.
3) Answers to both the sections should be written in the SAME answer book.

SECTION-I
Q.1 Explain the classification of services. What are the reasons for growth in (16)
service marketing?

OR

a) Explain the various factors involved in pricing a service product. (08)

b) What are the characteristics of service marketing? (08)

Q.2 Explain 7 Ps in marketing mix. (16)
OR

a) What are the advantages of relationship marketing? (08)

b) Discuss in brief service life cycle. (08)

SECTION-II

Q.3 Describe the factors influencing service quality. (16)
OR

a) How services are key differentiators for manufacturing industries? (08)

b) Explain in brief the service quality gap model. (08)

Q4 Discuss the role of IT services in modern global market. State its limitations.  (16)
OR

a) How IT services are used in education services? (08)

b) What do you mean by ‘Positioning of Services’? (08)

QS5 Write short notes on ANY FOUR of the following: (16)

a) Customer encounter management
b) Network of perceptions

¢) Components of service quality

d) Performance measurement

e) Self service technologies

f) Data warechousing
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