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The f“igures in the margiri indicate full marks‘
for the questions. |

~ Answer either in English or in Assamese.
1. Answer the following as directed : - 1x10=10

(a) Increasing income level is one of the réasons
for growth of service 1ndustry
(Write true or false)

T %9 3 mﬁmﬂaﬁwmmﬁl
(v S @)
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(b) The area where customer actions take place’
I8 called ‘back office. (Write true or false)
R IS (SIS = wEfbe =W O - (Tl
s 3 il Wl (T Sew 54l

(¢) Inits advertnseme'nt for tourism -which state

of India uses the slogan God's own country"?

WWWWWWWW
“Soia e G CHIMRC! IR I 7

(i) Karnataka
. TG
(i) Kerela
(iii) Jammu and Kashmit .
oy e )
(IV) Himachal Pradesh
Eri Gl

(d)-Which one of the following is not a
* facilitating service ° ?

W@H’Cﬁﬂﬁmmo

(i) a restaurant in 2 hotel

amcﬂzﬁﬂ”ﬂmm

(ii) Transport services for local visit

g @R AW AR G
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(iii) a hotel for lodging
B AR QI mﬁa

Wﬂmwaﬁm |

(e) Who developed the most popular strateglc
. model for service . marketing called the
"service tnangle" T

oRR- fage” fisrcvlw mwcﬁf

. EBIROE TR A S0 (FIE SeR-
Fifee 2 B ’

(f). What is the full form of TCV ?
'TCV'I 5} HiCB! 1% ?

(g) Brokers and agents are two dlfferent kinds of
mtermedlanes who perform s1m11ar functlons

in . (Fill in the blank from the
;followmg) e

Wﬂmwaﬁﬁfa‘ﬁwﬁmwm@
R © G I Foe )

(Wﬁmﬂqﬁwﬁﬁ‘ﬁiﬁm

(i) Servwe production ...
CRR Sesive . ¢, - -
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(ii) Service consumption
 CRR Sogel
(iii) Service transportation
CRIY kR
(iv) Service distribiltion

(h) Whlch one of the followmg is not included
in price mix of tourism 7 7
OFR I wfm w fireers © WY T2 ?
Entry fee
Accommddation o ,
P Iy o
Food
RS LU
‘R‘Qstamjant :
(i) The 'AIDA' formula is associated with
. . advertising. (Write true or false)
'AIDA’ wAH ReisE 0TS Ty |
(vw s fora)

() Write one new..generatibnr service.
TG g (Rl aRe@ o
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* 2. .Write short answer to .the.following : 2x5=10

Tﬁﬂww@mﬁm

(1) Descrlbe two 1mportance of service marketing.
- ORI IERTIET JoI 8FF I 14|

(ii) What is Basic Service, Package (BSP) ?
LR GRI ol W o2
(iii) What is’ service differentiation ?
CRR Ritworesd & 2
(iv) What is cost-based pricing ? -

Ju-fofes oy 9w &2

(v) Explain two sales-promotior tocls employed
by service organisations.

- CRIETR  FRIACINI ﬁmﬁ‘w Eﬁm @
Wﬂ?ﬂﬁﬂ@ﬂﬂﬂl, ‘ '

3. Write short notes on any four of the followmg
5x4=20
CEE ﬁm ﬂﬁfﬂ? @ W el fora ¢

‘ (1) Dlscuss the varlous components of a serV1ce

aﬁ&t mﬁﬁrwv?vnvfﬁﬂ‘{iwmwl
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(ii)'Distinguiéh ‘between goods. and  service °
“marketing.
ww mzna W‘ﬁ m@r— 9n21%p7 cwg{ean

e

(iii) Explam in brief the. elght petals in the flower
of service.

mﬁwwﬁﬁlﬁmanwwu

(iv) What is franchlsmg and. what are its beneﬁts
for the dlstnbutlon of services ?
PR B wie RN RowR I i’m

- SomiferTr R o2 |

(v) What is hotel marketi'ng and who are its users ?
- CRIBETR e & % izna TR e
[ 2 A

(vi) Describe the market segme'ntati'on for different
types of transport services.

. Rfen e #iffcze RIS @ wﬁ:‘?ﬂcﬁ |
ﬁm I 9| |

" 4. Discuss the various reasons for the grow[h of

Ve

service sector in India. 10
Wﬂ% mm@a ﬁw ﬁ% zmqmg SIS
ZWTI ’
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Or:/ m St 7
Describe the important characteristics of service.
CRAR aged (IFBRTR I I
. Discuss the approa{ches fo'r“p;l_"iciﬁg'of 'services.
o B 10
R Sy R NN o ﬁzw#w SICEAS 4 |
Or / <igd

. Explain the factors to be taken into ,.considefation
while designing a service distribution system.

mﬁﬁﬁq%ﬁwf{mwﬁm"
Wﬁm@maﬁW|

What is service- evaluatlon ? Explain the role of
moods and emotlon in customers evaluation of a

serwce experience. _ _ - 4+6=10
. CRR [rw & ¢ AR, CRIN wfeewsi
TIRAS T O I S0 i I
Or / FiZd
What is customer participation in service ? What _
measures would you suggest to enhance customer
participation ? 3 5+5=10
CRIS 2lIZIT TLHaR M 1F ? e Sexiared
R oft B R o[ @ 2

70/4 (Sem ) MKSR 2 (7) . . [Tumover



7.

R S T4

Who are the users of ‘hotel -industry ? Discuss the

. ~various tools of sales promotion that are used in

“promoting . the hotel business. 4+6=10

mﬁf B JAPIPRA @ 2 QoA
Wﬁmﬁmwwﬁﬁ@?ﬂ@ﬁﬁl

Or/Wﬁ?TI

. What are the different market segments for
' ransportation service ? Discuss the product mix
“Yor toad transport organisations. 5+5=10

iR R Rt <o Reeeng & /& 2 o

~iRREd FARAGTA A oAy TR e w1
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