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1. This question paper contains 1 page(s).

2. Answer to each new question is to be started on a new page.
3. Assume suitable data wherever required, but justify it.

4. Draw the neat labelled diagrams, wherever necessary.
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5. The last columns indicates the Course Outcome and level of Blooms Taxonomy of the Question/sub-question.

6. Q1 and Q3 are compulsory solve any one from a or b for Q2 and Q4

Question No. 1
1 a) Apply Characteristics (41’s) of Services Marketing for any fast food chain you like?

1 b) Write Concept of Services Marketing and Analyze Extended P’s of Services Marketing for State
Bank of India?

Question No. 2
2 a) Illustrate Ethical practices used in Services Marketing with example related to it?
OR
2b) Analyze Challenges faced by Quick Grocery (Quick Commerce) segment leader Blinkit ?
Question No. 3
3 a) Illustrate Factors that influence Customer Perception of Service?(
3b) Explain Common Causes of Service Failure with example?
Question No. 4

4 a) Explain Customer Buying Journey and Summarize Stages of the Customer Buying Journey when
you want to purchase a new laptop?

OR

4b) Recommend Methods of Listening to the customers through Market Research to find out the
problems of any service based business/start-up you like?
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