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a M. B. A. TV Sem. (Main / Back) Exam., April - May 2017
E ) Murketing
< M -~ 421 Marketing of Services
(Major - 1)
Time: 3 ITours Maximum Marks: 70
' Min. Passing Marks: 28
Instructions to Candidasen:
fi} The guestion paper iy divided in two sections.
- fiiy There ure sections A & B. Section A containy K questions ol of

which the candidic ix requived to anempr any 3 questions.
Section B contains short case stuly / application based question
which is compulsory.

(7ii) All questions carry equal marks.

SECTIUN-A

Q.1 Distinguish between Goods and Services urketing. Describe in briel the major

reasons of the growth of service indusiry and the emergiog key scrvices in

India. | [6+8=14]

Q.2 Describe the process of market segmentation with o suituble cxumple of a service ol

your choice. Also expluin Cusiomer Lovalry Segasentution in its context, |14]
) plun 3

Q.3 What are the mujur challenges in selecting pricing strategies of scrvices? How doeas

demand inllucnce pricing of scrvices? ' (14
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Q4 Explain different dimensions of service quality. Also give any two.service recovery
strategies in brief. [846=14}
Q.5 State the significance of the management of Physical Evidences and People lur
services. [T+7=14]
Q.6 Wrile short notes on any two of the following:- - 114]
(a) Marketing of Financial Services.
(b) Importance of Relationship Marketing in Services.

(cy  Marketing of Heaultheme Services

SECTION - B
- Case — Study
Q.7 Kerala had always been con <?dercd' the ‘hachwater:' of Indin - v a nepanve way.
Tourists thought of it as a1 nice hut far away place, o be visited i yon bad the l‘;mv.
after covering-the- mere-popujrr dectingliregs lite: the ‘f'aj Mahal. Delhi aipur and Gouw
But all that has changed. with u xingle preat mmpui,u,q. bused on 2 memorabke line -
God’s Own Country. As tourism markefers know. a lourist destination sells Wmgery
first. an-(l then depends on the tounsis themselves to recommend the destination to thew
fi if:mls' relatives and pear groups For a long time. Keradn bad adverused i buat racas
beld ar Allepprey tnow known ax Alappuzhat and the clephant rinal ot “Tlhuisss

Poorain’. and gimel sons2 mileage Frong these ton However, the advernsmg relly

il geaing jnto the limstight ateer the tagline s O Country™ was added ra

http://www.rtuonline.com

Wod auIjuonr mmar//:dny



woo durjuonir mmm//:dny

http://www.rtuonline.com
the beautifuol images. In uddition o the loreign wurists, the campaign snceessfully

drew the attention of domestic wunisty, und ux 4 result. Kerula has successfully entered
the tourist map of the world. New investments in Kerala include tourtsm - related
projec;s at Bekal in the Malabz-u' (nourth F;cl‘hlal region.
Tangible things such as good wir and roud/frail comections, und availability of diff-crcnt
types of hotels and resorty alko helped, along with the cosmopolitan food hahits of
Kerala, which is probably rhe only state apart from Goa where mear and scalood of ull
types are easily availubk, 1o cuwr to the palates of forzigners who wmay he
predoaunantly non - vegetunian. Ayurvadu practitioners also abound in Kerala, and The
oil imesxuges wkd to the mystique of the destination. Apart from traditional hill stations
like Munnar, Kerala ollers u lurest cxpericnce w Thekkady (Penyar wildlifc
sancmary). and in the hills of Wayanad district Rmkﬁng Tunilnudu und Kamr;-:.luku..
(a) Describe the role of Murkcling Communication in promotng Keradd asn o Lourist

destination. 17)
(b) Develop a campaign ro pronxxe any othwr Indian state of your choike. nswng

different elements of marketing colnmunication inix. especially W it toreigs

Lourists. ™
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