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1.
Case study (Compulsory):


Think of a service you had recently had. 
a.
Describe the three types of service encounters. 








(5)
b.
Draw an encounter cascade for the service. 









(8)
c.
Which of the three evidence components was (or were) most important for you in evaluating the experience? Why? 











(7)

2.
a.
Discuss in detail how technology is changing the nature of customer service and service 
offerings? 
















(10)

b.
Discuss the unique characteristics of services comparing to goods? Give suitable examples. 





















(10)
(OR)

3.
a.
What are the major challenges and opportunities in marketing of services? Suggest some 
strategies to overcome the challenges and explore the opportunities. 



(15)

b.
Discuss the extended marketing mix for services. 







(5)
4.
Think of a new service you would like to develop if you were an entrepreneur. Discuss the various stages involved in developing your new service. List out the strategies you will adopt to commercialize your service. 
(OR)

5.
a.
Describe the service positioning process and various types of positioning. 


(10)

b.
Define a service blueprint. Prepare a service blueprint for a service of your own choice.
(10)
6.
a.
Describe the SERVQUAL model prescribed by Parasuraman etal. 




(10)

b.
Enlist the dimensions of service quality by citing suitable examples. 



(10)
(OR)

7.
a.
Assume that you are a manager of a health club. Discuss general QUALITY strategies you 
might use to maximize customers’ positive perceptions of your club. How would you 
know if you were successful? 












(10)

b.
Discuss the role of Total Quality Management (TQM) in services. 




(10)
8.
What is capacity management? Discuss the strategies to manage demand and supply of services? 
(OR)
9.
a.
Describe the importance of employees’ roles in service delivery and the strategies you 
adopt to develop your employees. 











(12)

b.
Discuss the role of self-service technologies in modern services. 




(8)







