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Q.I. Answer any FOUR from the following.  				               (4x4=16)

1. Briefly explain the meaning of services.
2. What do you mean by people mix and physical distribution in services?
3.  What do you mean by zone of tolerance in services?
4. What do you mean by service culture?
5. Elaborate different types of service encounters.
6. Explain service failure and recovery

Q. II .Answer any FOUR from the following.                                                              (4x4=16)

1. State any four differences between goods and services.
2. Briefly explain direct and indirect channels in services marketing.
3. Discuss customer expectations in services.
4. Briefly explain the concept of service triangle?
5. What is the meaning of customer retention?
6. State the benefits of service guarantees.
	
Q.III(A) Explain the importance of service sector in India. State any six factors responsible for the growth of service sector 					                                   (12)
OR
Q.III. (B) Explain any two types of services. Briefly explain various service components. (12)


Q.IV (A).Explain the role of intermediaries in services.		                                   (12)
OR
Q.IV (B). What are the special issues of pricing in a service sector? Explain core and expected level of service product.						                       (12)


Q.V. (A).What do you mean by customer satisfaction? Explain various factors affecting customer satisfaction.							                                   (12)
OR
Q.V. (B).What is service quality? Explain service quality dimension.		           (12)


Q.VI. (A).Explain GAP model of service quality and strategies for each gap.	           (12)
OR
Q.VI. (B).Explain   the critical importance of service employees in service delivery.         (12) 
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