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N.B: 1. All question are compulsory. :
2. Figures to the right indicate mft_’:‘i‘ks

Q 1 A State Whether the Stntemqpis True\or False(any 8)
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The physical factors are o q&e success factor:i m service: sector 4

The amount of money ch ‘ nsurer tg“the msured for thﬁ coverag%set forth in

the insurance policy is catled the precaium. -

Sales promotion is a o'boost sh@?—term sal@s by offqﬁng mcggﬁves

In internet marketm,%;) nly cither azpésswe stﬁ&tegy to reach the aud;ence

Debit card is a fi ial sen@w - &,

A benchmark reférs toa sm‘}idard og_(rg‘ferencq@omt used 0 cvamafe the perfénnance of a

salesperson. , . ,@ : o :

Social media'marketingis an o;@te fmf markeﬁr af ¥

Mobile banking canbe made more popu?ar through advancpm’ents in technoiogy

9. Personal selling is where bugmess usefpeople to sell the pgo‘duct or service after meeting
face-to-face with the customer. ?

10. The:process in services. @ncompasﬁes elements such as the facility's exterior, its design,
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Q 1 B Match the college (Any 7) v . ; 7
‘ Column 1 S’ al - Column 2

1.-- Market segmentation & 4, Financial service:

2" Services N ~.b. No human interaction
|'3. Insurance P ~ c. Service quality

4. Preduct life cycle £ d. Geographical

5. Self Serviee Technology e 7 P’s of marketing

6. Extended marketifig mix £ Image of company

7. Gap model “g. Maturity stage

8. Targeting h. Intangible

Q2 A What are the types of retail financial services? 8
B Exp]am the 4 I's of service marketing. 7

OR

Q2@ ,DlSCllSS the factors responsible for growth of services. 8
D Explain the classification of services with examples. 7

Q 3 A What are the basis of market segmentation? 8
B Explain the different types of CRM. 7

OR

C How does promotion through the different stages of product life cycle. 8
D How are people managed effectively for service advantage? T
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Q4 A What are the challenges in di

B What is service blueprint

C Explain the 7P’s of ¢

B Write Short

Customer

2. Internal M

3. Social Media
4. Service A

5. Ethics in

1.

L
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