
  

 

 

B.B.A. DEGREE EXAMINATION — 

DECEMBER 2018. 

Third Year 

SERVICES MARKETING 

Time : 3 hours Maximum marks : 75 

PART A — (3  5 = 15 marks) 

Answer any THREE questions. 

1. Define service. 

 ÷\øÁ Áøµ¯ÖUP. 

2. What is series market segmentation? 

 ÷\øÁ ©õºUöPmi[Qß ¤›Ä SÔzx GÊxP. 

3. What is marketing mix? 

 ÷\øÁ ©õºUöPmi[ P»øÁ GßÓõÀ GßÚ? 

4. Give the meaning of product development. 

 u¯õ›¨¦ ÁÍºa] ö£õ¸Ò GßÚ? 
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5. Define customer retention. 

 ÁõiUøP¯õÍºPøÍ uUP øÁzuÀ SÔzx GÊxP. 

PART B — (4  15 = 60 marks) 

 Answer any FOUR questions. 

6. Explain the characteristics of services. 

 ÷\øÁPÎß £s¦PøÍ ÂÍUS[PÒ. 

7. What are different elements of service marketing 

mix? 

 ÷\øÁ \¢øu¨£kzu¼ß £À÷ÁÖ TÖPøÍ ÂÍUSP. 

8. What is promotion? Explain its objectives. 

 ÷©®£õmk ÷\øÁ \¢øu¨£kzuÀ ©ØÖ® Auß 

÷|õUP[PøÍ ÂÍUSP. 

9. Explain GAP model of service quality. 

 ÷\øÁ uµzvß GAP ©õv›ø¯ ÂÍUS[PÒ. 

10. Bring out the special features of relationship 

marketing. 

 EÓÄ \¢øu¨£kzu¼À EÒÍ A®\[PøÍ 

ÂÍUS[PÒ. 
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11. Discuss the major issues and challenges of service 

marketing in India. 

 C¢v¯õÂÀ ÷\øÁ ©õºUöPmiß ö£¸® 

]UPÀPøÍ²® \ÁõÀPøÍ²® ÂÍUS[PÒ. 

12. Describe the importance of CRM. 

 ÁõiUøP¯õÍº EÓÄ \¢øu¨£kzuÀ 

•UQ¯zxÁzøu ÂÍUS[PÒ. 
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