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Jnstructions 1) All questions are compulsory; however internal choice is available.
2) Answer sub—questions in question 1 and question 2 in not more than 100 words each.
3) Answer question 3 to question 6 in not more than 400 words each.
4) Figures to the right in the bracket indicate maximum marks to the question/sub-question.

Q1 Answer Any Four of the following. (4x4=16)

2 Explain briefly any one classification of service scheme.
Distinction between Goods & Services.

Write short note on service encounter and service delivery.
Write note on core and expected levels of service product.
Explain briefly channels of distribution of services.

Briefly explain role of pricing.
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Q2. Answer Any Four of the following. (4x4=16)

Write note on Zone of tolerance.

a.
b. Explain different types of customer expectations.
c. Explain characteristics of good Guarantee.
d. Explain briefly any 4 customer retention strategies.
e Write short note on service triangle.
£ Briefly explain characteristics of a good guarantee.
03 Explain characteristics of service. 12
OR
03 Service sector is important for the growth of Indian Economy. Explain. 12
0 & Weee in detail about the various types of Service Personnel in service organisations. 12
OR
& Eamorate on special issues involved in pricing of services. 42
0 % Discwss warious factors influencing Customer Satisfaction. 2
OR
% Whar 2o you mean by customer expectations? Explain factors influencing customers
espectations. 459,
W Esplam warious service recovery strategies. 12
OR
% Wb = Serwice Encounter? Explain different type of encounters. 12
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