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Q.1(a) What is Service Marketing? Explain its basic characteristics.     [5] 
Q.1(b) Explain the marketing implication of Service characteristics. [5] 

   
   

Q.2(a) Analyze the customer's role in service marketing. [5] 
Q.2(b) Explain the GAP model of service marketing. [5] 

   
   

Q.3(a) Discuss the strategic role of service cape? [5] 
Q.3(b) Analyze and explain the reasons for understanding customer requirements in the Salon industry. [5] 

   
   

Q.4(a) Formulate strategies for matching capacity and demand. [5] 
Q.4(b) In any scenario of your choice, develop and design marketing communication tools regarding the hotel 

industry to satisfy customers.   
[5] 

   
   

Q.5(a) Briefly discuss Zone of tolerance. [5] 
Q.5(b) Explain the role of logistics and distribution in Flipkart. [5] 
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