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@Zc*]:
ÎZßV» Óx�VÐ CÙ�Z[Æn/VÅ®Z�Z�ágèSìX zZzwÔz�zxÔzÎxX t6,p!ÎZÑ]&�V6,�ì:

�Z[�bÑiòìX
ÑiòìXCÙ ÑiòÎZÑ]���czèÎZÑ]&{à(%æFN�**&¿�Z[zZáÎZÑ]�XCÙÎZw»�Z[ 10~ zZzw .1

 (10 x 1 = 10 Marks) ��ìX  1 ÎZwÆa
/V6, (200) ~WJÎZÑ]�XZk~Ð¤(̈DÃÃð0*õÎZßVÆ�Z[�¶�XCÙÎZw»�Z[½ã�zÎ z�zx .2

 (5 x 6 = 30 Marks) �Z]��X 6 CÙÎZwÆa �ìX
(500) ~0*õÎZÑ]�XZk~Ð¤(̈DÃÃð&ÎZßVÆ�Z[�¶�XCÙÎZw»�Z[½ã0*õÎ zÎx .3

(3 x 10 = 30 Marks) �Z]��X 10 CÙÎZwÆa /V6,�ìX

zZzw
1 : ÎZw

ÅZq-Vw�,X Physical Evidence (i)

»�ÃgxHì? TQM (ii)

ÐM\HB�? Productivity (iii)

Æ�ÛtÃzZã�,X Inseparibility Zzg Intangibility (iv)

qgzfs~Ð��g@âg�'ÅS:]7ìX (v)

�~!~Ðp~ (d) Áp(,}y%h+Zg (c) )}âg�' (b) _.!*Cy%h+ (a)

�ÛxÆaic*�{ZÌgBbìX Service Orinted qgzfs~Ð (vi)

Sales Promotion(d) Public Relation (c) Personal Selling (b) Advertising (a)

ÐH%Z�ì? Over Positioning (vii)

ÆË�zÃZ+}ÃeNX Market Segmentation (viii)

ÐM\HB�? Internal Marketing (ix)

Hì? USP (x)

z�zx

Æ�ÛtÃeN Consumer Marketing Zzg Industriail Marketing .2
P.T.O



Ã�NX Service Marketing Triangle 3

Å°p�,ZzgZkÆS:]ÃeNX Service Marketing 4

ÃVwÆ�B�NX Up Selling Zzg Cross Selling 5

ÒyÙX Ã4¯$ËìX Service ¾§b Information Technology 6

6,Zq-¿â^ÉÀ�/õGX RATER Model 7

£ë�? External Marketing .8

Æ�Ût»ñZi:�,X Services Zzg Goods .9

zÎx

Ã,ÐÒy�,X 7Ps Ã�N Service Marketing Mix .10

ÆHz�;]�X-Y,̂{BX (Growth) %ÆService Marketing yz*y~ .11

Ã�NZzgZkÃ�zg�äÆ!íW,§hVÃÌeNX Service Gap .12

ÅgzÝ~�,X Services »�t Marketing Mix ËVÆ ICICI c*SBI .13

âewÃ,Ð�NX SERVQUAL .14

///


