PGDM, 2015-17
Services Marketing
DM - 332
Trimester - {ll, End-Tarm Examination: March 2016

Time allowed: 2 Hrs 30 Min Max Marks: 50

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. All other instructions on
the reverse of Admit Card should be followed meticulously.

Sections | No. of Questions to attempt Marks Marks
A 3 out of 5 (Short Questions) 5 Marks each 30 =18
B 2 out of 3 (Long Questions) 10 Marks each 2*10 =20
C Compulsory Case Study 15 Marks 15
Total Marks 50
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Section A
(Answers should not exceed 300 words)

Q1. Is the emergence of the Service industry in India accidental? Or was it inevitable?
Justify your view.

Q2. “All moments of truth are not equal”. Explain the concept of Moments of Truth and
the thought behind this statement. If you agree with it, what are the implications for a service
organization?

Q3. Diagrammatically represent the concept of Zone of Tolerance. Give examples of 3
situations involving lasting / temporary intensifiers that could affect it.

Q4. Explain the different possible approaches to Pricing in the Service Industry giving an
examples of different industries in which each is utilized.

Q5. What are the 5 key dimensions of Service? Explain with a diagram the Servqual model
showing clearly the various gaps that contribute to the Customer Gap.

Section B

Q1. 2. As a progressive Customer Care Head of the Oberoi Intercontinental Hotel, Mumbai,
outline and explain the components of an effective service recovery system you would like to
institute in your organization. What guidelines would you lay down for effective problem
resolution?

Q2. As the new Marketing Communications Head of Vodafone (India) outline and justify the
Integrated Marketing Communication Mix you would employ for your organization to reach
maximum Pan - India consumers in the most cost — effective manner..

Q3. As Manager of a large club with dining and entertainment / sports facilities and catering
to the upper middle class population of Greater Noida, draw a Service Blueprint for providing
customer delight and justify your deployment of resources used.

Section C

Compulsory case carries 15 marks

Please go through the case on the next page and answer the questions below

(Each question carries 5 marks)

1. Evaluate Suzanne Drolet's current service strategy

2. As her Marketing Consultant suggest how Suzanne should improve the brand
image of the restaurant.

3. Give specific recommendations to Suzanne for improving her sales turnover.

(CONT.......)
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