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Scheme and Solution 

1(a) Define service. 

 

1 (b) Differentiate goods and services 

 



1 (c) Explain GAP model with neat structural diagram. 

 

2 (a) Define zone of Tolerance. 

 

 

 

 



2 (b) Explain service marketing triangle. 

 

2 (c) Discuss the market segmentation strategies. 

 



3 (a) Differentiate Hard and Soft standards. 

 

3 (b) What are the four common types of constraints facing services. 

 

 



3 (c) Explain consumer decision making process. 

 

4 (a) What are Boundary spanners 

 

4 (b) Describe the key intermediaries of services. 

 



4 (c) Explain the strategies for closing GAP 3. 

 

5 (a) Define yield management 

 

 

 

 

 

 



5 (b) What are the five dimensions of service quality. 

 

5 (c) Explain service marketing mix. 

 



6 (a) Who is an Emotional labor. 

 

6 (b) What are the three levels of Retention strategies. 

 

 

 

 



6 (c) Explain the approaches of pricing in services. 

 

7(a) Define service scape. 

 



7 (b) What are the approaches for understanding service scope effects. 

 

 

7 (c) Discuss the elements of physical evidence. 

 

 

 

 



8. 

 

 



 

 

 

 

 

 

 

 


