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SECTION A — (10 × 2 = 20 marks)

Answer ALL the questions.

1. Define service.

2. What are the components of service?

3. What  do you understand by zone of tolerance?

4. What do you mean by Customer service process design?

5. What is marketing mix?

6. What is service package?

7. What is skimming pricing?

8. What is sales promotion?

9. Who are boundary spanners?

10. What is remote service?

SECTION B — (5 × 5 = 25 marks)

Answer any FIVE questions.

11. Write down characteristics of service.

12. Enumerate the benefits of blue print.

13. How do you assess service quality?

14. Describe the non-monetary costs involved in services.

15. What are the challenges faced while franchising?

16. Explain the importance of ambience in the service environment.

17. What are the expectations of customers regarding services?

18. Briefly explain the steps in advertising process.

SECTION C — (2 × 15 = 30 marks)

Q.No.19 is compulsory and answer any ONE from
the rest of TWO questions.
19. Jio services
Jio aims at creating an entire digital ecosystem, offering broadband services, applications, smart devices, and mobile telephony facilities. It’s offerings range from a wide library of recorded and live music programs, television shows, sports programs to movies. 

Mr. Ambani has expressed his ambitious plans of to reach 90% of India’s population. The company plans to acquire 100 million subscribers in the first year of its launch. By luring the population with free data and calls for the initial few months, many doubt if this could result in financial gains for the company. But by doing this it is stretching its operational and strategic bandwidth. Reliance Jio has pumped total 1.5 lakh crore for 4G. Reliance Jio’s 4G network will cover 18000 cities and towns and over 2 lakh villagers. Now assume 50% of the users opting for `149 plan and the remaining for higher price plans, Reliance can easily make `400 per customer. If Jio manages to acquire a subscriber base of 100 million customers, it’ll recover the cost within 5 years and start reaping huge profits after that (only if the existing technology doesn’t obsolete!).

Questions:

a)
How did Jio go about designing its service offerings for the Indian customers?

b)
 How effective  is the promotion strategies used by Jio in achieving its objective of attracting and convincing 100 million customers? 

20. Differentiate goods and services. 

21. Explain the factors affecting pricing decisions.
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