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Attempt all questions.

Make suitable assumptions wherever necessary.

Figures to the right indicate full marks.

Use of simple calculators and non-programmable scientific calculators are permitted.

Define the following terms
Zone of Tolerance

SSTs

Service Tripod

Perceived Risk

7 P s of Service Marketing
Skimming pricing

Service Encounter
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(a) Clarify the difference among the four broad categories of services, provide examples 07
for each, and explain the service management challenges related to each of the four

categories.

(b) Differentiate between goods and services? Explain challenges faced by service 07

marketers in a current business environment.

OR
(b) Explain the three-stage model of service consumption.

07

(a) Explain the distinction between core, facilitating and enhancing services. Give at 07

least two examples.
(b) Write down a short note on Flower of Service with relevant examples.
OR

07

(@) “What is “Service Blueprint”? Discuss. Also, explain its various elements with a 07

practical example from any industry of your choice.

(b) Airlines want to come up with a pricing strategy. Develop a comprehensive pricing 07

schedule by applying the seven questions marketers need to answer to design an

effective one.

(a) Identify the gaps that can occur in service quality and the steps that service 07

marketers can take to prevent them.

(b) Write notes on CRM & explain the strategies for reducing customer defections.
OR

(a) Write notes on customer loyalty and retention strategies.

(b) What are the strategies for managing capacity to match and reshape demand?

07

07
07
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Q.5

CASE STUDY : Antariksh

Internet service market in the city of Ahmedabad offers ample scope for any new
entrant in the market.

Established players enjoy a 50% market share in the corporate segment, while there
is only one player in the household segment.

Antara’s is an Internet service provider operating in Ahmedabad. The operator is
keen on capturing the untapped broadband market. The company has decided in a
formal meeting, convened by the management, to charge the least possible markup
for the services for the household consumers. The price concession is for the initial
introductory stage of services.

The sales staff is unaware of the pricing strategy that is being implemented. The
sales staff does not understand management’s thoughts on low-price services. In the
present scenario, they start selling the services to all prospective consumers,
regardless of the segment. This results in a big problem for the management.

(a) Identify the difference in management and sales staff outlook towards the
market.

(b) What are the impact of differences in outlook on the consumer mindset and
expectation of services?

OR
(a) What elements of pricing tripod are applicable in this scenario?

(b) What is the ethical dilemma regarding Antara’'s management?
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