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No supplemeniary answer book will be given to any cundidate. lence the candidates should write their 
answers prcisch in the main answer book only:. 

Answer to short answer-ope questions must be given in sequential order. Similarly, all the parts of one 
question of deseriptie part should be answered in one place in the answer-book. 

Write your roll number on question-paper before start writing answer of questions. 

The question paper consists of three parts, A, B and C. 

PART-A: 20 marks 417-37: 20 3 

PART-B: 20 marks H1: 20 AF 

BBA-75T-303 

Maximum Marks : 120 

Part A will be compulsory, having 10 very short answer-type questions (with a limit of 20 words) of two 
marks each. The first question shall be based on knowledge, understanding and application of the topics/ 

texts covered in the syllabus. 

PART-C: 80 marks 417-H: 80 Hp 

Part B has 4 questions (with a limit of 1 50 words) of 10 marks from each unit. The condidate is required to 
attempt any 2 questions. 

C-12-BBA-75T-303 (231/2000) 

Part Cofthe question is divided into four units comprising question number l to 4. There is one descriptive 
question from each unit with internal choice. Each question will carry 20 marks. (300 words limit) 

23101028 |P.T.0.] 



1. All questions are compulsory 

(a) Define Service. 

(b) Mention any two diflerence between goods & services. 

(c) What do you mean by 'Service economy? 

(d) What is meant by 'Service marketing mix"? 

(e) Define service encounter. 

PAR-A /T-34 

(f) What is service innovation. 

(g) What do you mean by service buying behaviour? 

(h) What do you mean by segmentation in services? 

) What is a service blueprint? 

(i) What do you understand by SERVQUAL model? 

34 SERVQUAL model TI HHGT ? 
C-12-BBA-75T-303 (231/2000) (2) 

[10×2-20] 

C 



Any two 

PART-B /-a 

1. Explain the difference between goods and services. Discuss the challenges faced in the service sector. 

2. Explain the extended marketing Mix. of services (7 Ps.). How does it differ from the traditional (4 Ps.) Mix. 
ta faka faqu (7 Ps.) 

3. Describe the stages in the consumer decision. making process for services. 

I u| T Yfts (4 Ps.) 

4. Explain the SERVQUALmodel of service quality. How does it helps in identifying service gape? 

PART-C /H-H 

UNIT-I /3Og-I 

loyalty. 
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1. Explain the classification of services. Discuss factors contributing to the growth of service economy. 

OR /3GI 

Discuss the concept of service as a marketing and explain the various types of service sectors. 

gor 

UNIT-II /şors-II 

2. Explain the concept of service marketing mix. Describe in detail extended 7Ps. framework. 

|10x2=20/ 

OR /314GI 

fE? 

Discuss the importance of relationship building of service encounters in maintaining customer satisfaction of 
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UNIT-IL /gbTẾ-1I 
3. Discuss tàctors intluencing consumer decision making in services. 

OR /34dI 

Explain segmentation, targeting of positioning (STP) strategy in service marketing with suitable examples. 
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UNIT-IV /so1g-IV 
4. Write the steps involved in developing effective service blueprint. 

OR /342dI 

Discuss the various service gaps in SERVQUALmodel of service of techniques to handle them. 

** * *** 
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