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   CO BL 
Q.1(a) Discuss the concept of Services Marketing. [2] 1 2 
Q.1(b) What is service intangibility and what barriers does it create for Marketers of 

Services. 
[3] 1 1 

     
     

Q.2(a) Explain the classification of services. [2] 1 2 
Q.2(b) Discuss the concept of Service Variability and Perishability. How does a marketer 

tackle the issue of Service Variability? 
[3] 1 2 

     
     

Q.3(a) Explain the concept of Internal Marketing. [2] 2 1 
Q.3(b) Discuss in detail the ways in which Internal marketing boosts employee engagement. [3] 2 2 

     
     

Q.4(a) What do you mean by Service standards. Give examples of any 2 service standards. [2] 2 2 
Q.4(b) Explain the concept of Hard and Soft service standards with suitable examples of 

both. 
[3] 2 2 

     
     

Q.5(a) Discuss the significance of People and Process in the Expanded marketing mix of 
services. 

[2] 3 2 

Q.5(b) Why is Physical evidence a critical part of the expanded marketing mix of services. 
Support your answer with suitable examples. 

[3] 3 3 
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