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10. Standardized and customized flow of activities, simple and complex number of steps
and customer involvement by which a service is delivered iscalled .

a. Place mix b. Process mix
¢. Physical evidence mix - d. People mix
1. isthe physical surroundings or the physical facility where the service is
produced, delivered and consumed.
a. Servicespace b. Servicescape
¢. Serviceplace d. Servicescope
G R is not accepted as being part of extended marketing mix for services.
a. Promotion b. Place
¢. Product d. Practice
13. — ——_mainly deals with the inability to inventory services.
a. Intangibility b. Perishability
¢. Inseparability d. Tranquility
LaiThe — &e __ dimension is an assessment of the firm’s consistency and
dependability in service performance.
a. Empathy b. Responsiveness
¢ Assurance d. Reliability

15. The extent to which customers recognize and are willing to accepl variations in service
performance is called the _

a. Provider gap b. Zone of tolerance
¢. Customer gap d. Service paradigm
16. Which of the following, is not an approach of pricing of services?
a. Competition based pricing, b. Demand based pricing
¢. Emotion based pricing, d. Cost based pricing,

17. Which is not a step of service development?
a. Screening, b. Concept development
¢. ldea generation d. Quality control

18. Which of the following is not a factor influencing customer satisfaction?
a. Product quality b. Customer service
c. Compelition d. Technological advancements

19. This is an organizations systematic allempt to correct a service failure and retain
customer goodwill.
a. Service recovery b. Service encounter
€. Service processes d. Service failure

20. What is referred to event when a customer’s expeclations ol a service encounler are
nol met?
A Service mix b. Service encounter
¢ Servicescape d. Service failure
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[ Degcrigtive]

Time : 2 Hr. 30 Mins.

[ Answer question no.1 & any four (4) from the rest ]

Explain Service Marketing Triangle with a diagram.

Define service and explain the characteristics of services.

Discuss the types of customer expectation with the help of a diagram.
Discuss Segmentation, Targeting and Positioning of services.

Explain the communication mix for services.

Discuss the types and dimensions of servicescape.

What is service quality? Explain the SERVQUAL scale.

What are the benefits and strategies of service recovery?
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2+8=10
3+7=10
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5+5=10

4+6=10

3+7=10
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