
M.B.A. DEGREE EXAMINATION – 
JUNE, 2010.

Second Year

SERVICE MARKETING

Time : 3 hours
Maximum  marks : 75

PART A — (3 × 5 = 15 marks)

Answer any THREE questions.

1. Explain the characteristics of service.

2. List out the factors to be considered for market segmentation.

3. What is service offer?

4. List out any five causes for service gap.

5. What are the techniques for managing service demand?

PART B — (4 × 15 = 60 marks)

Answer any FOUR questions.

6. Explain the difference between goods and services.

7. Write in detail about the 7 P’s of service marketing.

8. Give examples for the following services :

(a)
Insurance.

(b)
Airlines.

(c)
Hotel.

9. Explain the New Service Development process in detail.

10. Write in detail about the Gaps in service quality model.

11. What is Internal Marketing? Explain the stages in developing Internal marketing program.

12. Write a note on the marketing management of rail transportation services.
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