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Roll No:

instruction: Students are required to write Roll No on every page of the question paper,
writing anything except the Roll No will be treated as Unfair Means. In case of rough work
please use answer sheet. All other instructions on the reverse of Admit Card should be
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Sections | No. of Questions to attempt Marks Marks
A 3 out of 5 (Short Questions) 5 Marks each #rs8B =15
B 2 out of 3 (Long Questions) 10 Marks each 2*10 =20
C Compulsory Case Study 15 Marks 15
| Total Marks 50




Section A 15 Marks
Word limit for each question is 250 words.

A1l. Outline the importance of the three distinguishing elements of the service marketing
mix

A2. Briefly describe the four provider gaps that are the underlying causes behind the
customer gap. Give examples to support your answer

A3. How service quality factors act as a competitive advantage for a service provider?

A4.  What is mystery shopping research in the context of services? Discuss its potential
benefits to service organizations.

AS5. in case of service failure, which aspect needs to be fixed first -- customer or problem.
Explain why?

Section B 20 Marks

Word limit for each question is 500 words. Answer all the parts

Bi. Imagine you are a consultant and you have been asked to give a seminar to a
services marketing company on how they can use the five dimensions of service to improve
customers' perceptions about the quality of their service. What ideas would you give them to
better customers' perception of each of the service dimensions related to the company? You
may choose from only one of the following service industries —

Airlines

Multiplex

Salon and Spa
Malls with Multiplex

aoop

B2.

a. While communicating service benefits tc custorners, especially when those are
intangible, what problems arise and how service marketers can cope with them?

b. Based on psychological factors, what are the advantages and disadvantages of
using SSTs in the service process and design?




B3.

a. Human behavior is influenced by the physical setting in which it occurs. How
does the servicescape influence the individual behavior of consumers and

employees? Give examples.
Why do service personnel may vary in their behavioural towards responding to

customer complaints?

Section C 15 Marks
This case study has three questions and all are compulsory.
Questions
= C1. With reference to the case discuss the importance of internal marketing in services
5 Marks

organizations. :
How personalization/customization of one or more of the ambient factors would lead

to customer satisfaction. Discuss with reference to the case. 5 Marks

C3. For Amy’s Ice Cream what is the possibility of heterogeneity of service performance?
5 Marks

©2.

Discuss.
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