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rd Semester MBA Degree Exammatwn, Jan./Feb. 2023
Services Marketmg
' Max. Marks:100

2 Questton No. 8 is comﬁ%oﬁ

g : Deﬁne the concept of Service. {%%m _é (03 Marks)

B b. Brief on the concept of Service Mﬁrkefmg Triangle. A (07 Marks)
8 2 ¢. Summarize the factors 1nﬂueng1ng ‘customer expectations O QT Serv1ce (10 Marks)
& = .
- 2 2 a Define Service Research. # (03 Marks)
=7 b. What are the key reasons%;ir GAP — 1?7 Explain the«ﬁtxa;egles for managing this gap.
g % s T 4 (07 Marks)
g g c. Discuss the 1evels of f@iﬁntzon strategies in detall e d (10 Marks)
o ﬁ ..... _.«,,»,,w
é 5 3 a. Define Hard aneg_Soﬁ standard of Service. (03 Marks)
5 E b. Quote the challenges of matching supply‘an%demand in capacity. (07 Marks)
2z c. What are ﬂle sfrategles for Managing capae‘lty to match demand? (10 Marks)
=2

£5 4 a Define E@etzonal Labour. e (03 Marks)
2 b. What.are the strategies for closm @AP3'7 7 (07 Marks)
=5 g g

%g c. Briefly explam the strategies forédehvermg service Quahfy through employees (10 Marks)
23 a. (03 Marks)
=i b. (07 Marks)
25
‘g 2 C
2= (10 Marks)
3

g = 6 a Whatis Physwaf%vldence? - (03 Marks)
i b. Explain the role of Service Scapes & (07 Marks)
z 2 c. Explam the element of physmaLe nce in services. .. (10 Marks)
55 7 a Deﬁne":é‘ensumer Behav1om‘*“"%LServ1ces » (03 Marks)
= ‘*ED b. Whatare the factors that iffluence customers perceptlon of Services? (07 Marks)
== g Dlscuss the types of Sermé’“’és encounter andfaetors affecting Service Encounter.
28 * = a4 (10 Marks)
g B .
5 5 8 WCASE STUDY (Comﬂul“sory) =
— o Private FM. Pﬁdlo Industry n Inﬁ‘wrs currently in nascent stage. Currently the FM radio
s market has pr:esenee of six domesfae pfayers Government of India has initiated the process of
= expansion in this sector by inviting more private players through auction. ABB is leading
g private entertainment company of V.S having vast portfolio of T.V and radio channels. The
§ Company has approached you for customization of its FM radio services for Bangalore Market.

You being a Market Consultant, suggest.

Questions : ;@% 4
a. Suggest su1taEg_le S T.P for the Company. (10 Marks)
b. What promotzonal strategies will you suggest to grab a major pic of market share?

(10 Marks)
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