
 K-611  

September - October 2020 
Master of Business Administration (MBA) Examination 
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SERVICE MARKETING 

                [Max. Marks 90 

Special Note : Word limit for answer of each question is 250 to 300 words. 

Note : Attempt any four questions in Section A consisting of 15 marks each. Answer any six 
questions from Section B consisting of 5 marks each. 

Section A 

1. Discuss Parsuraman Model of Service Quality along with application and limitation. 

2. Explain the reasons which have stimulated the growth of services in India. Do adoption of western 
culture influenced the growth of services in India ? 

3. Identify and discuss the distinguishing characteristics of services. What problems do these 
characteristics present to marketing ? 

4. (a) Service customers do not switch brands frequently as compared to products. Comment. 
(b) How service marketers are using value added services to meet the competitive challenges ? 

Comment. 

5. (a) Out of cost based, competition based and demand based approaches which one according to 
you is most appropriate for service customers as a whole ? 

(b) How will you price the following services ? Explain : 
(i) Hotel Rooms  (ii) Consultancy. 

6. (a) What are the main elements of promotional mix in context of Services Marketing ? Explain. 
(b) Is personal selling is likely to be the main element with promotion mix for each of the 

following service : 
(i) Event Management  (ii) Kitty Parties. 

Section B 

7. Discuss the role of people in the Marketing Mix. How does it relate with the concept of Internal 
Marketing ? 

8. How physical evidences cues are used in Libraries ? 

9. What are the advantages of Service Flow Charting ? Explain. 

10. Explain the following services with three example of each : 
(a) Own goods services. 
(b) Non goods services. 

11. What is Goods Services Continuum ? Why should firms be aware of this concept ? 

12. How would you classify the following services : 
(a) Bicycle based Courier Services. 
(b) Architectural Services. 

13. Compare and contrast the controversial aspects of non business versus business marketing. 

14. What can be the issues in marketing of Health Care Services ? 
 ---- 
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