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Note: 

1. The paper is divided into three sections: SECTION-A, SECTION-B and SECTION-C. 

2. There are seven questions in SECTION-A, attempt ANY FOUR. 

3. SECTION-B has five questions, attempt ANY THREE. 

4. All the questions of SECTION-C (Case Study) are compulsory.

SECTION-A (10 Marks each)

1. “Service marketing is a game of promises?  Explain this statement.
2. What is meant by service failure? Support your answer with relevant example.
3. Explain the Perishability characteristic of services marketing? 
4. What is the GAPS model of service quality? 
5. What distinguishes ‘high-contact’ services from low-contact’ services?
6. Explain the importance of Process element in service industry?
7. Write short notes on the following: 
i.  
Service encounter 
ii. Service triangle







                   (5+5)
SECTION-B (15 Marks each)

8. 
What is the role of relationship marketing in selling service products? How relationship marketing can prove to be both positive and negative for a service marketer?
9.
How does positioning in services affect its demand? What role does positioning maps play in helping an hotelier for setting up a new hotel in metropolitan city?
10. 
What do you understand by customer loyalty?  What is the importance of loyalty points in service business? Give relevant examples.
11.
How is social media marketing the most effective tool for services marketing in terms of brand promotion and cost viability?
12.
Write short notes on the following: 
a) Influence of peers in making service purchase decisions
b) Cost based pricing
c) Service risk
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SECTION-C (15 Marks)

Case Study (Compulsory) 
NEPC airlines was promoted by the Khemkas, the Chennai based Marwari business family. They took advantage of the second wave of liberalization in the aviation sector in the early nineties, to venture into air transportation business. The NEPC group is still in the business of processed food (atta), wind power, textiles etc. But they failed in their airline venture.

The aviation sector was opened up partly after the return of Mrs. Indira Gandhi to power in 1980. Feeder routes to small cities were charted and a separate airline, Vayudoot was formed. By the nineties, private participation was allowed and a rash of smaller airlines came into the picture, plying through feeder routes like Nagpur, Bhopal, Raipur, Jagdalpur, Goa, etc. 

NEPC Airline had the Dornier aircrafts, which are small, seating about 25 people, with the luggage compartment designed in the snout. It flew short and non-metro destinations like Indore, Pune, Nagpur, Mysore, and the bigger cities of the south like Bangalore, Chennai etc. 

It came in the news by quickly taking over a few smaller airline companies, like East-west airlines, Span airlines etc. But the government restrictions, limiting its flights only on feeder (non-popular, giving connections to main airlines) routes, and intense, competition brought down its operating margins.

But the biggest problem it faced was in getting the professionally trained personnel – flight, ground and marketing. It also never could position itself in the minds of the passengers’ vis-à-vis the bigger and famous airlines of its time.

13. 
Case Questions:

i. 
Do the services have different characteristics from goods? 


         (5)

ii. 
Can you explain why, although NEPC was strong in goods, it failed in a service venture? 

 (5)

iii. 
Are service industries, especially aviation industry under heavy government control? 


Explain. 








         (5)
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