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g4
Total Marks : 70 Time : 3 howurs
ey
KUy c,uf"(b’ - DJV')’MJUMA—LV’?/ rr/’r(»,ﬁ?d:w c.(}*//w”u'uﬂlr L
77/\ e Yl 2
@/x ) freee Gz 8t W12 PG dG L SR g = U B30 10 sl 1
(10 x 1= 10 Marks) e A1l
10#200) sl P16 U*LJV’YLU}J’)’éLd)/J?Lch.u*J’ u*.,uwfur».p 2
( (5x6=30Marks) Pt 6 L Ly e +
6500y &L L Fz26r- s 2l Ut f SHE b I 2 U BL U e 3
(3 x 10 =30 Marks) P10 Ly - S0
J:' -~
1:Jir

~sJeLiS Physical Evidence (i)
e S TOM (i)
Ut i‘ k:@_a Te_Productivity (i)
U/ Z1033/L Inseparibilitys! Intangibility  (iv)
e Sl NPt S5 ()

bve it miend © e F o) w0 @
_c‘,y:c/ﬂu_l:igj.ér/.Service Orinted e A somsr (V)

Sales Promotion(d) Public Relation (c) Personal Selling (b)  Advertising (a)
fesly \5'/:.— Over Positioning  (vii)
- /UZ:({_/U»Q/ L Market Segmentation  (viii)-
tured U_Te Internal Marketing (i)
' USP (%)

"»,J?

PT.0 ' o U’:@/L Consumer Marketing sfIndustriail Marketing 2



- /laf';( Service Marketing Triangle

- /U"%fagar"'ﬁu’ by /8 A8 Service Marketing

- ,le?‘w L Je Up Selling 3/Cross Selling
_é’:u.l(.-z‘:,(}ﬂ b4 Service LA Information Technology
_£¢yy?4< RATER Model

Ut :'J < External Marketing

-QﬁjHKJ)LSewices 2! Goods

r)",a"

_q/uy¢ﬂ7 7Ps u:/l.e?,/ Service Marketing Mix

_ufi'a'/’ b(}f'{uj c.v&:?;gﬁ(Growth) ¥ Service Marketing 2 (044
- /ﬂ?d{/u,@{ 374 L/;»fu’ Ll ,Laf"w ¥ Service Gap

- /uf U/LJ Services f 4 Marketing Mix Lu:é‘ ICICI | SBI

- W= S SERVQUAL

W R %

10

11

A2

13

14



