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! Semester B.Com. (LSCM) Examination, May lJune 20?-2

(NEP Scheme)
COMMERCE

Paper - 1.2 : Marketing of Services

Time :2/z Hours Max. Marks : 60

PART _ A

Answer any 5 sub-questions. Each sub-question carries 2 marks. (5x2=10)

1, a) What is service market ?

ieoo dndld8 oodded> t
b) Mention any 2 reasons for the growth of service sector ?

deaa de.robd tS$ddrizi o$dtoaddn 2 rodrail$dtr uDel_esDtr.

c) Mention any two objectives of Service Marketing.

deoa d>drdt3pJr o1:a d) mddro o dd> ero doedrlSdtr e9:J.

d) What is seruice blueprint ?
deao Oeeidd oodded> ?

e) What do you mean by service satisfaction ?

dedo$ dd":r aodded: ?

f) What do you mean by target marketing ?

i$O dDEFu3on{ oodde;J) z

g) What do you mean by customer behaviour in marketing of services ?

dedoi: dnd:dt3oJ:O_ n-gdBd ddded aodde;J: trJ.

PART - B

Answer any 3 questions. Each question carries 4 marks.

2. Brietly explain any 4 'p's ol service marketing.

(3x4=12)

Beaa drodrt3onrd ol)a{oaddo 4'p' il$dD ioSddJR tdoA.

P.T.O.
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lnstruction : Answer should be written in English or Kannada only.
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3. Brielly explain any 4 components of service marketing.

deaa dadrt3on"d obdoaddo 4 eroddddl roSdmR adoA,.

4. How do you develop quality in service ?

nedo3:O_rbead:$ddldezie?iddoodalDao&doPr.

5. Briefly explain the encounters for satisfaction outcomes.

iogd* dO6Jod6-J6R DS0oiJddi io3 d6Dn &do:r.

6. State any 4 characteristics of service marketing.

iea-o d>drtSonrd od))doiddo 4 rbeae.:drorlgdtr ePA,.

Answer any 3 questions. Each question carries 10 marks. (3x10=30)

7. Explain the encounters for service future and service recovery.

iedo$ drde;, d>$ tsedo$ &dJddob)eErrrn o$.culdd) &d0:).

8. Explain the different methods of classification of services.

tseddd dherddsad aaC e@Jrl9dtr adotu.

9. Explain the decision making process in service sector.

ieaa do cJ: de- CIAE F d d rldJdra$tF 4 q, ot> odrdi adotu.

10. Explain the different levels of customer relationship.

rgdB Eouodd aed dodrlddi Ado:r.

1'l . How do you develop and maintain demand and capacity ?

zjead a$dJ mabdrrddl ded cQddadaiJgeo d)$ Odrbirgeo &dorr.

PART - D

Answer any one of the following questions. Question carries 8 marks. (1x8=8)

12. a) |n2004, lClCl BankwasthesecondlargestPrivateCommercial Bankinlndia
with about 470 branches and 1800 ATMs. lt provide a multitude of banking
and linancial services, namely, banking, credit cards, loans, investments,
NRI services and so on.
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PART - C



Illililtfi]lilltillitil1flililflrilill DCLS - 102

ln the same period, it's credit card division was ranked second having about
2.4 million customers. The bank offered various categories of credit cards
such as premium (Solid gold, Amex gold, Classic (Sterling Silver, American
Express, Green, Mini, Easy deposit) gold and silver).

They also introduced value for money cards, affinity and co-branded cards
as part of their customer relationship strategy.

Questions:
A) "By concentrating on the number game, lGlCl lost out on quality of

customer service." Highlight the various measures taken by the bank to
retain the customers.

B) "lncreased usage leads to more spending on credit cards".

Do you think lclCl bank was able to leverage the factor and build
customer relationship and loyalties ?

2004 dO_lClCl u.lijor" lcd)&470 oaJd$: d>d: 1800 ATM rl$""oaii qDdBd

addde e'r3 dnd.a-:riR o-oeda, z:arod ecfldl. ad) ?,r*o8orf drdr droroxb

Jedrl9 ud> doa3rrl9ab rdnfodd. erdddodd aDdoEorf , 4c€f 6acrr, rDoil$t,
d/Dcdd$t, NRI iedrl$: aooro.
ede edQoJ:O_ edd 4astr 6D6{F- aqrrdd) $dD& 2.4 tuOo$dr ngddddl
doood:d addde xa*ddOJ*. z.rDrotr ead sJrio$ g,a[,f 6DcrFd9& &eadJ.

e{ddcdd, cletuo$o (EDO66 rtroect er&d rioeol 6EJ1,66 (doFotr &%d,

ecabeoEd6 oq4E", D,,e-6, tue, *Af dD:rtf ) rtneef d:{ ael-d.)

eidcb da{@o'd iouofi t-coJ:rdo$d pd;on drad r-odrrrlcb, t:4r0tSadJFIldJ

drdr ider-9,odGr Dd)rderi dPe.rrdi3l dor3ocrAd&.

q|6orl$l:

A) " dozod rie#d dreej deoQ, eEolDd drood lC I Cl rg dd dedoJ: rb$ d)L3"jdab

ddddnoad;" nldddq erc9ld.o$er: zlDdod derrtooad>d aad r,drrlddt
I \J (-\J!9X1.

B) "dqd zo$dolr:94utr trrd)Fd$ d:ee3 dzsr,reDz$i- dndep adeoaaibdd".

lclcl LDdoE" * eoddd:n Oo$og,rer d)Q ngaaA Bouofr d)dl i-%olrdtr

&a)Fre)) FEqdJobd) dod) qDai)geoE ? &do$.

OR

b) Prepare a chart on components and classification of service marketing.

+[Jd?i$) dcdr deasa r$edrl"3orfd dRerddmd ddoJJ& dciDoA.
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