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B.B.A. DEGREE EXAMINATION —

DECEMBER 2018.
Third Year
SERVICES MARKETING
Time : 3 hours Maximum marks : 75

PART A — (3 x 5 =15 marks)
Answer any THREE questions.

1. Define service.

Caeneu eUanTImI&Hs.

2. What is series market segmentation?

Caaneu &GS Ig midler 9fey GDSS 6T(HSHIs.

3. What is marketing mix?

Caeneu LTTECIEL 1Bl HEOE6L GTETDTE) GT6IEN?

4. Give the meaning of product development.

SwrilliL euerm&d) GummeT ereme?
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Define customer retention.

QUMY HEEWTETISENET $&8 MEUSS GDISS! 6T(LGIS.
PART B — (4 x 15 = 60 marks)
Answer any FOUR questions.
Explain the characteristics of services.
Caaneusartlen LTS al6s @ mIsGeT.

What are different elements of service marketing
mix?

Caaneu shensLILI(HSSeN 6 LGN damiEeaT 6l6ms @s.
What is promotion? Explain its objectives.

Coburl@® GCsmel sHaslILHSSH LLOMID ST
Crrasnisamer alemd@s.

Explain GAP model of service quality.
Caanou grsdlen GAP wrdlflenw ellens@miser.

Bring out the special features of relationship
marketing.

2 mey FHenSLILI(HE G606 o e S| DEFBIGEET

N ICHAET
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11.

12.

Discuss the major issues and challenges of service
marketing in India.

@BdHwimesley Caaneu LOMT&H6l &L L 68T Qu(mLD
HGHDHENETILLD FOUTOLSEMETLLD 65l aTE G hIFET.
Describe the importance of CRM.

GUITIq HEN S W TEITIT 2 M| &henSLILI(HNSS6
WP&EEWSFHIuSMNS l6TsHEBISET.
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