MASTER OF COMMERCE (CBCS - 2018 COURSE)
M.Com. Sem-1V : WINTER- 2022
SUBJECT : MARKETING-VIII

Day : Tuesday Time : 02:00 PM-05:00 PM
Date : 3/1/2023 W-18551-2022 Max. Marks : 60
N.B

1) All questions are COMPULSORY.
2) Figures to the right indicate FULL marks.

Q.1 What is ‘Differentiation’? Explain the various steps in differentiation. (16)
OR

a)  Explain in brief various positioning strategies. (08)

b)  State need of proper control on services. (08)

Q.2 Describe components of service quality and also explain service quality gap  (16)

model.

OR

a)  Explain the importance of service quality. (08)

b) How service marketing efforts can be managed? (08)

Q.3 Discuss in detail role of IT services and explain how IT services are used  (16)

in education services.

OR
a)  Describe the customer encounter management. (08)
b) Explain in detail service life cycle. (08)
Q.4 Write short notes on ANY THREE of the following: (12)

a)  Online consumer behaviour
b) Data warehousing
¢) Self-service technologies

d) Retailing services
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