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N.B.:

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

SECTION-1
Q.1 Explain the importance of service marketing. Discuss in detail the role of [16]
internet in service marketing.
OR
a) What are the reasons for growth in service marketing? [08]

b) Which types of different sales promotion strategies are used in service [08]

industry?

Q.2 Discuss in detail the services marketing triangle. [16]
OR

a) What are the advantages of relationship marketing? [08]

b) Explain customers’ role in services. [08]

SECTION-II

Q.3 What do you mean by ‘Positioning of Services? Explain positioning strategies. [16]
OR

a) How service marketing efforts could be managed? [08]

b) Explain in brief the network of perception. [08]

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

a) What are the components of service quality? [08]

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

Q.5 Write short notes on Any FOUR of the following: [16]

a) Online consumer behaviour

b) Service life cycle

¢) Sustainable competitive advantage
d) Differentiation

e) Customer encounter management
f) Data warehousing
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