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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

ÐH%Z�ì? (Services) }.â] (i)

»Èì�ë}.â]Ã''''7�MhX Intangibility (ii)

Æpì�ë}.â]Ã''''7�MhX Inseperability (iii)

�D�X 'Ps' ~''' Service Mix (iv)

7( / );V ÅYõ�D�X Quality Ðë 'SERVQUAL' (v)

ÅVw�ØX (Pure Service) Ë{m}.â] (vi)

7( / );V »�B�**ÑiòìX 'Service Provider' Zzg 'Client' }.â]~ (vii)

MyÑí}.â]!*iZg»g~vÅZq-Vw�ØX (viii)

»;�'''ìX 'RATER' (ix)

''''�D�X I's }.â]~ (x)

z�zx

6,VwÆ�B¿â^ÉÀ�/õGX (Goods-Services Continuum) ZâYZzg}.â] .2

P.T.O



ÃOW,�D�?gzÝeZa Hospitality Industry ¾§b (People and Process)Æ(Service Mix) }.â]d 3

Å=ôÙX (Consumer and Industrial Services) �g@ZzgQ}.â] 4

HYYìËZq-(�£xÅVw (Promote) Ã¾§b�Ûzr (Tourism Industry) â]Å(s#Å }. 5

Æfg=z�s#ÙX

6,ZW,Z]C�X (Banking Industry) Æ<Å Inventory & Inconsistency Strategy 6

6,â^ÉÀ�/õGX (Pricing Strategies) ¾§bðÅYCì?ZkÆZÕ<V (Pricing) }.â]~7�i~ 7

»gzwÒy�}X (Services Market Positioning) }.â]!*iZg~7i$k5ë GIE
Y

.8

6,gzÝeZaX (Scope) Hì?ZkÆzÝ (Servie Communication Industry) }.â]~ñZ&] .9

zÎx

6,,ÐÉÀ�/õGX  (Buyer Beheaviour Stages) Æ%Zi }.â]~�g@Æ',@*� .10

Price, Promotion, Product, Physical Evidence (4 P's)~ Hospitality IndustryË .11

»¾§bZEwHY@*ìVwÆ�Bz�s#ÙX
Æ Technology Environment 6,¿â^ÉÀ�/õGZzg (Service Marketing Environment) }.â]!*iZgÆâjw .12

6,gzÝeZaX Challenges

Å,�ØX (Service Market Segmentation) }.â]!*iZgÅ�Z],{È~ .13

ÃÈ�ä~æ�qÝ�$ËìX Service Gap's ,ÐÒy�}XTÐ 'PZB' Model .14

///


