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U.G. DEGREE EXAMINATION, APRIL 2019 

Commerce with Computer Application 

Allied — SERVICES MARKETING 

 (CBCS – 2017 onwards)  

Time : 3 Hours Maximum : 75 Marks 

 Part A  (10  2 = 20) 

Answer all questions. 

1. What is service marketing? 

 ÷\øÁ \¢øu°hÀ GßÓõÀ GßÚ? 

2. State the types of service marketing. 

 ÷\øÁ \¢øu°h¼ß ÁøPPøÍ GÊxP. 

3. What is service marketing mix? 

 ÷\øÁ \¢øu P»øÁ GßÓõÀ GßÚ? 

4. What is service process? 

 ÷\øÁ •øÓ GßÓõÀ GßÚ? 

5. Define Customer Retention. 

 ~Pº÷Áõøµ uUPøÁzuÀ ÁøµÂ»UPn® u¸P. 

6. What is service promotion? 

 ÷\øÁ ö£¸UP® GßÓõÀ GßÚ? 
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7. Define service quality gap. 

 ÷\øÁ uµzvß CøhöÁÎPÒ ÁøµÂ»UPn® u¸P. 

8. State the elements of promotion mix for services. 

 ÷\øÁ ö£¸UP P»øÁ°ß TÖPøÍ GÊxP. 

9. What is service quality? 

 ÷\øÁ uµ® GßÓõÀ GßÚ? 

10. What is Tourism Marketing? 

 _ØÖ»õ \¢øu°kuÀ GßÓõÀ GßÚ? 

 Part B  (5  5 = 25) 

Answer all questions, choosing either (a) or (b). 

11. (a) Explain various types of services. 

  ÷\øÁPÎÀ £À÷ÁÖ ÁøPPøÍ ÂÁ›. 

Or 

 (b) State the difference between services and products. 

  ÷\øÁ ©ØÖ® ö£õ¸mPÒ Cøh°»õÚ ÷ÁÖ£õkPøÍ 

ÂÍUSP. 

12. (a) State the emerging trends in service marketing. 

  ÷\øÁ \¢øu°h¼ß £›nõ© ÁÍºa] £ØÔ GÊxP. 

Or 

 (b) State the importance of pricing. 

  Âø» {ºn°zuÀ •UQ¯zxÁzøu ÂÁ›. 
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13. (a) Write short note on quality gaps. 

  uµzvß CøhöÁÎPÒ £ØÔ ]Ö SÔ¨¦ ÁøµP. 

Or 

 (b) State the characteristics of financial services. 

  {v ÷\øÁ°ß £s¦PøÍ ÂÍUSP. 

14. (a) Explain the service of a product. 

  ö£õ¸Îß ÷\øÁPÒ £ØÔ ÂÍUSP. 

Or 

 (b) What are the benefits of marketing segmentation in 

service marketing? 

  ÷\øÁ \¢øu ¤›Âh¼ß |ßø©PÒ ¯õøÁ? 

15. (a) Write short note on Bank marketing. 

  Á[Q \¢øu°hÀ £ØÔ ]Ö SÔ¨¦ ÁøµP. 

Or 

 (b) Write short note on marketing of services. 

  \¢øu°hÀ ÷\øÁ £ØÔ ]Ö SÔ¨¦ ÁøµP. 

 Part C  (3  10 = 30) 

Answer any three questions. 

16. Explain the characteristics of services. 

 ÷\øÁ°ß £s¦PøÍ £ØÔ ÂÍUSP. 

17. Explain the seven P’s in service marketing mix. 

 ÷\øÁ \¢øu P»øÁ°ß ‘‘7P’’ UPÒ ¯õøÁ? 
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18. Explain the service life cycle concept. 

 ÷\øÁ°ß ÁõÌUøP _ÇØ]°ß P¸zøu ÂÍUSP. 

19. What are the functions of intermediaries in service firms? 

 ÷\øÁ {ÖÁÚzvÀ CøhuµPºPÐUPõÚ £oPøÍ  ÂÍUSP. 

20. How to market an Airline explain? 

 Â©õÚa \¢øu°hÀ •øÓ°øÚ¨ £ØÔ ÂÍUSP. 
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