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Section A

2. Explain four categories of customer expectation with ples.
3. Explain different types of market segmentatign.

4. What factors influence a buyer to buy a servi uct?

5

Answer the following (any three) 30)
1. What are the factors responsible for service marketingé.s

Explain four basic types of marketigglintermediaries.
% .

Answer the following ( fo& (20)
1.
2.
3.
4 n reform policies introduced by government of India to trigger the

g of entertainment industry in India.
5 at are hard service standards?
6. What are soft service standards?

Section C



A

A. MCQ (2x5) (10)

Which of the following is not a government owned public sector service
a. Telephone b. Electricity supply c. Post office d. Hospitality
The three points of service triangle represents

a. The organisation b. The customers c. The employees d. All above

Followings are the characteristics of service except one

a. Lack of ownership b. Separability c. Intangibility bility
For any service providing organisation good services to custome entially
a primary goal b. secondary goal c. territory go ne of the above

Irregular demand means consumer purchases vary on a

a. seasonal & monthly monthly
c.Botha &b
B. Explain following terms in one imes only. (2 X 5). (10)
Franchisee
DINK Q
Intangible

After sale servic

The four IQrke




