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Paper — 1.2 : Marketing of Services
Time : 2%2 Hours Max. Marks : 60

Instruction : Answer should be written in English or Kannada only.

PART - A

Answer any 5 sub-questions. Each sub-question carries 2 marks. (5%x2=10)

1. a) What is service market ?
630 WRTIFE, D0TTERD ?
b) Mention any 2 reasons for the growth of service sector ?
A2 WOONT WS 035Rw)TmaR 2 TITENTI, eV e,
c) Mention any two objectives of Service Marketing.
ESIND) mm&i 030 CIRR)TORT LTT emc:(?:‘esrieéaﬁaoL Q.
d) What is service blueprint ?
R VeOTF D0TTeI ?
e) What do you mean by service satisfaction ?
A0 B 20TTERD ?
f) What do you mean by target marketing ?
o0 RedFdon’® LoWTeR0 2

g) What do you mean by customer behaviour in marketing of services ?
3030 BRTFE DY, M2, TFT SBIVE 0BT ?

PART -B

Answer any 3 questions. Each question carries 4 marks. (3x4=12)

2. Briefly explain any 4 ‘p’s of service marketing.
A BRFFLON'S CARFTRETUR 4 P’ NES), FOFTaoN DB0R.

P.T.O.
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3.

Briefly explain any 4 components of service marketing.
Xeaso WIRFF L30T S CSRWTonTR 4 @osms;si :ﬂoi\ TN DFOA.

How do you develop quality in service ?
FeSoD, MORWTR), Bert ©RF,HBRTON0 LJOA.

Briefly explain the encounters for satisfaction outcomes.
A0Z & ae‘baaoss?éﬁ aﬁioasc‘;ﬂaq ﬁoégmﬁ QNTOR.

State any 4 characteristics of service marketing.
Xea3o WWRFFe3oNntS ClRRTendn 4 MOEVT MY S9A.

PART -C

Answer any 3 questions. Each question carries 10 marks.

Zs

10.

1.

Explain the encounters for service future and service recovery.

AeSes FPo, oI AeBed BDTHEIDVEMN SFCWTR) HTOR.

Explain the different methods of classification of services.
BeRdneg BNeFBTT T LTRRNTREY, WWOA.

Explain the decision making process in service sector.
Be30 BOCNTY, AHeF T ENRTORAWI T,3,03000TY I[OX.

Explain the different levels of customer relationship.
Mo, BT TOWOFTW WG 503?1@.#5.3‘ WTOA.

How do you develop and maintain demand and capacity ?

T 00

(3x10=30)

wieQE 303 TOTOF, T, Ten Ly, QTR D T2 VFFLAEO WRFOA.

PART-D

Answer any one of the following questions. Question carries 8 marks. (1x8=8)

12. a) In 2004, ICICI Bank was the second largest Private Commercial Bank in India
with about 470 branches and 1800 ATMs. It provide a multitude of banking
and financial services, namely, banking, credit cards, loans, investments,

NRI services and so on.
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In the same period, it’s credit card division was ranked second having about
2.4 million customers. The bank offered various categories of credit cards
such as premium (Solid gold, Amex gold, Classic (Sterling Silver, American
Express, Green, Mini, Easy deposit) gold and silver).

They also introduced value for money cards, affinity and co-branded cards
as part of their customer relationship strategy.
Questions :

A) “By concentrating on the number game, ICICI lost out on quality of
customer service.” Highlight the various measures taken by the bank to
retain the customers.

B) “Increased usage leads to more spending on credit cards”.

Do you think ICICI bank was able to leverage the factor and build
customer relationship and loyalties ?

2004 59 ICICI w3, 07° Zo=RTO 470 T35l 3082 1800 ATM ngeolii ¢poens
DTBSe 98 TRT, 20N T, LI3,08° BN, BB 2, 080N T TEITORO
ANy wT B0 NER) LONRIT. SPYNTTT I, 08077, 3,BEF BT F, DO,
TR&END, NRI Jeineh vz, 0.

BT STOODY, ©TWT §,BLF W' F VYN BOWRTO 2.4 IODT® 112, TFETTY
TPOOTITW ATTEEE TVTYRY. W, 0F° AT WHROD T,RBE DT FNISs Qe@BD.
SHNFOTT, &,e00300 (WIT* Ree, T feee?, AT (FOFoN' AT,
00T IF T, N,ET*, OV, B3Ae Bmoaes) e SO AT .)

S T 119,BT A0 FCIF BOZ, T3 IonesoN TEST ToTF ML, BRI TIWF T
OB BB, 0BE* FoTIEF NN P, BT, TOWCWATT.

33 :

A) BowT* ey’ S Boed §e0d), 30RO BB ICICI 19,38 FesSowd moes L3I,
BITORRORBY'' MR, BITT, YVPRBRFLD 239,05° ZTIRORTOT QAT T,TONTE)
roto8x.

B) “@uE weodn § R sardr e Soedd Bed), DD SRBED 503
ICICI 233,05 35 ©0T=TY ACN0E,FLO W 12,TF FOWOF W AFODT)
QENFILO AT, TTICTD Q0T LA ET ? DWOR.

OR
b) Prepare a chart on components and classification of service marketing.
PRITNLL 2O 2630 WREFLIOTT S DNEFFOET 5&0@35& B03R04.




