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1. (a)

(b)

(a)
(b)
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for the questions

Define the term ‘service’. Enumerate
some important differences between a
good and a service. . 3+5=8

Explain briefly the -characteristics

of services. 7
Or
Identify the factors that have contri-
buted to the growth of services. 8
Highlight the importance of ethics in
services using relevant examples. 7
{ Turn Over )

!



(3) |

(2)
of the
‘ : Write short notes on any three 5x3=15
2. (@) What do understand by the term | S following :
‘Service Blueprinting’p 5| tsourcing
H ice ou
(b) “Service Blueprinting js pot only . (a) Servic .
beneficial, but a necessity for g service Affiliate marketing
Provider.” Comment. 10 (b) on of services
i ) ) n
or (c) Internationalisatior
(@) Using suitable cxamples, explain the led services
need for ang importance of automation (d) AIT enab
in services, 12
. . . * % K
(b) Define job design in the context of
service management

. 3

3. (a) Explain the different types of service
encounters with suitable €xamples,

9
(b) Highlight the importance of g service
encounter to a service provider, 6
Or ‘
Explain the steps involved in new service |
development. 15

4. (@) Explain the concept of Providing service
through intermediaries, 6

(b)) How does Servicescape affect the
customer €xperience?

9
Or ‘
(@) Explain the terms ‘service failure’ anq |
‘service recovery’, 3+3=6 |
(b) Describe the important dimensijopg of
Service quality. 9 /576 (i) (0 (Syllabus-2015)
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