W dE e

This question paper contains 4 printed pages.  Roll Noxﬁ)s%g%
UG0201

Three/Four Year B.B.A. (V-Semester)
Examination, Dec.-2025
(Faculty of Commerce)
Service Marketing

14

Time Allowed : Three Hours Maximum M

No supplementary answer book will be given to any candidate. Henee the candidates should
answers precisely in the main answer book only,
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Answer to short answer-oipe questions must be given in sequential order:. Similarly, all
question of descriptive part should be answered in one place in the answer-book. .
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Wrize vour roll number on question-paper before start writing answer of questions. 3
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The question paper consists of three parts, A, B and C.
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PART-A : 20 marks 41773 . 20 3%

Part 4 will be compulsory, having 10 very short answer-type quest

marks each. The first question shall be based on knowledge, unde

texis covered in the syllabus. ;
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PART-B : 20 marks 477—§ : 20 3% ‘

Part B has 4 questions (with a limit of 150 wo.

aftempt any 2 questions.
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PART-C : 80 marks 577—¥ : 80 3%

Part C of the question is divia

question from each unit
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PART-A /9T1-H
Al questions are compulsory-
it v aifant &
() Detine Service
¥ ® Rufa Hfwl
B Mention any two difterence between goods & services.
s AR dand A P Q IR FARe
(o) What do vou mean by 'Service economy'?
27 anfaR A Y T TG 82
&) What is meant by 'Service marketing mix'? | e
27 fygo fygor 30 F9T GHE 07
(¢) Define service encounter.
¥ gud aRwfya el

(f) What is service innovation.
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PART-B /9§

Anytwo- [10% 2=20]

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

gl IR R & & SR e Ao et dr ¥ o aeh et ) el el
Explain the extended marketing Mix. of services (7 Ps.). How does it differ from the traditional (4 Ps.) Mix.
Rt & fraRa fawor (7 ps.) & oaren Bl a7 aRaRS (4 ps.) fagor & S fim 82
Describe the stages in the consumer decision. making process for services.
JarH & Iuwree fofa o B afpan & faftm oot @ 9o Sl
Explain the SERVQUAL model of service quality. How does it helps in identifying service gape?
Ja1 TUraE & SERVQUAL Hisel @ e difoiel I8 Jal el ) g R Ews B 2
PART-C /9RT-§
UNIT-1 /335-1
Explain the classification of services. Discuss factors contributing to the growthof service economy.
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Discuss the concept of service as a marketing and explain the various types of service se
i1 @) vF IO SoR & FU § TEEEY o da1 &6 & e SeRI S @
UNIT-I /535%-11 '

Explain the concept of service marketing mix. Describe in detail extended 7Ps. framework.
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UNIT-111 /3T3-111

Discuss factors influencing consumer decision making in services.
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Explain segmentation, targeting of positioning (STP) strategy in service marketing with si
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UNIT-1V /38T5-1V

Write the steps involved in developing effective service blueprint.
v Uil 1 T IR X & WOl @1 o 3Rl

. | OR /3Ja
Discuss the various service gaps in SERVQUALmodel of service of techniqugg
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