USN /1TMBAMM303
Third Semester MBA Degree Examination, June/July 2019
Service Marketing
Time: 3 hrs. Max Marks: 80
jé Note: 1. Answer any FOUR full-questions from Q.No.1 to Q No.7.
é 2. Question No. 8 is compulsory.
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B 1 a. Define services. (02 Marks)
‘ E b. What are the basic differences‘in marketmg goods vetses services? (06 Marks)
g2 c. Explain the “GAPS model 6f service Quality” with the help of diagram. (08 Marks)
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—gﬂ 12 a Whatis physicakevidence? : (02 Marks)
e & Explain the “Servi€es marketmg triangle’”. . ¥ (06 Marks)
:Ej ! c. Discuss ﬁve dimensions of service quallty (08 Marks)
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2 i 3 a. Whatisithe zone of tolerance? j 4 (02 Marks)
% 3 b. What are the different approaches’in pricing services?. (06 Marks)
g5 c. Discuss the strategies for elosing provider GaP — 3%, (08 Marks)
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e ¥ 4 a. What are the hard andssoft standards? g, 4 (02 Marks)
2 o Discuss the stratégies for matching capacny and demand. . (06 Marks)
1_2‘ s c. Explain the steps mvolved in settmg customer defined service standard. (08 Marks.)
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g % 5 a. What are boundary spanners?  © %4 (02 Marks)
‘ & b. What.are the major types of intermediaries used i m dlstrlbutmg services? (06 Marks)
O3
= 8 c. Discuss'the strategic roles 0fserv1cescape (08 Marks)
; = 6 a. What is Service recove'ry? & (02 Marks)
T b 'What are the strategies for enhancing customer participation? (06 Marks)
B c. Explain the different types of service research. (08 Marks)
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& 7 a. What is service blue print. (02 Marks)
— N . . . o . .
- Discus the significance ofiexpanded marketing mix of for service. (06 Marks)
3 c. Explain the strategies.msed by organization for building relationship with customer.
. (08Marks)
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Compulsory : Case Study
Mcdonald’s corporation is the World’s Iargést Chain of hamburger fast food restaurant
servicing nearly 60 million customers daily.“Each Mcdonlod’s restatrant is operated by
franchisee, an affiliate or the corporation itself self Mcdonald’s™ operate over 31,000
restaurants worldwide, employing more than 1.5 million people. Most restaurants offers both
counter service and derive through service with indoor and some time outdoor seating. Some
outlets features large indoor or. ‘outdoor play grounds w1th“ rede51gned interiors in golden
yellow, equipped with hanging hghts :
The restaurant will sport a“"ww design with less plastic and more brick and wood offers
arm chairs so far, wi-fi con tion tall stools and ccunters Plasma T.Vs will offer news and
weather report ¢ flexible
flexible sealing.
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Mcdonald’s allow-its franchises to creatwely design the service scope as will as marketmg
strategles at the same time it is extremely tight on its operating procedures and menu
standard. 4.
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Question"s' g

How has the company gained ¢onsumer insight? © (04 Marks)
How has Mcdonald creafcéd’"‘service differentors? { & (04 Marks)
Discuss with emphasis.o:the physical evidence:ofthe centre. \ (08 Marks)
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