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SECTION – A 

Answer any FIVE questions. 

 HÐóþ° I§æþ$ {ç³Ôèý²ËMæü$ çÜÐèþ*«§é¯éË$ {ÐéÄæý$$Ðèþ$$. (5  5 = 25 marks)  

1. Service elements. 

 õÜÐé A…Ô>Ë$. 

2. Managing service counters. 

 õÜÐé Mú…rÆæÿÏ °ÆæÿÓçßý×ý. 

3. Customer Loyalty. 

 Ñ°Äñý*Væü§éÆæÿ$ Ñ«§óþÄæý$™èþ. 

4. Service Environment. 

 õÜÐé Ðé™éÐèþÆæÿ×ý…. 

5. Pricing Strategies. 

 «§æþÆæÿ ÐèþNÅàË$. 

6. Marketing Planning. 

 Ðèþ*ÆðÿPsìý…VŠü {ç³×êãMæü. 

7. Distributing services. 

 õÜÐèþË ç³…í³×îý. 

8. Service processes. 

 õÜÐé {ç³{MìüÄæý$Ë$. 

9. Insurance services. 

 ÁÐèþ* õÜÐèþË$. 

10. Disadvantages of B2B. 

 ¼ r$ ¼ Äñý$$MæüP ¯èþÚëtË$. 
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SECTION – B 

Answer ALL the questions. 

 A°² {ç³Ôèý²ËMæü$ çÜÐèþ*«§é¯éË$ {ÐéÄæý$$Ðèþ$$. (5  10 = 50 marks) 

11. (a) Explain the differences between Goods and Services. 

  ÐèþçÜ$¢Ðèþ#Ë$ Ðèþ$ÇÄæý$$ õÜÐèþË Ðèþ$«§æþÅ ™óþyéË¯èþ$ ÑÐèþÇ…^èþ…yìþ. 

Or 

 (b) Discuss the importance of Integrated Service Management. 

  çÜÒ$Mæü–™èþ õÜÐé °ÆæÿÓçßý×ý Äñý$$MæüP {´ëÐèþ$$QÅ™èþ¯èþ$ ÑÐèþÇ…^èþ…yìþ. 

12. (a) Discuss the service quality and productivity. 

  õÜÐé ¯é×ýÅ™èþ Ðèþ$ÇÄæý$$ E™èþμ§æþMæü™èþ¯èþ$ Væü*Ça ^èþÇa…^èþ…yìþ. 

Or 

 (b) Briefly explain the customer loyalty in Financial Services. 

  BÇ®Mæü õÜÐèþËÌZ Ñ°Äñý*Væü§éÆæÿ$° Ñ§óþÄæý$™èþ Væü*Ça ÑÐèþÇ…^èþ…yìþ. 

13. (a) Explain the promotion strategies of marketing. 

  Ðèþ*ÆðÿPsìý…VŠü Äñý$$MæüP {ç³Ððþ*çÙ¯Œþ ÐèþNÅàË¯èþ$ ÑÐèþÇ…^èþ…yìþ. 

Or 

 (b) Discuss the advantages of B2B services. 

  B2B õÜÐèþË Eç³Äñý*V>Ë$ ÑÐèþÇ…^èþ…yìþ. 

14. (a) Explain the approaches for providing services. 

  õÜÐèþË$ A…¨…^óþ Ñ«§é¯éË Væü*Ça ÑÐèþÇ…^èþ…yìþ. 

Or 

 (b) Discuss the channels for service provision. 

  õÜÐé °º…«§æþ¯èþË MöÆæÿMæü$ E¯èþ² ÐéÆæÿ«§æþ$Ë¯èþ$ ÑÐèþÇ…^èþ…yìþ. 

15. (a) Briefly explain the Institutional Financial services in India. 

  ¿êÆæÿ™èþ§óþÔèý…ÌZ° çÜ…Ýë¦Væü™èþ BÇ®Mæü õÜÐèþË¯èþ$ Væü*Ça ÑÐèþÇ…^èþ…yìþ. 

Or 

 (b) Explain the credit services. 

  {MðüyìþsŒý õÜÐèþË Væü*Ça ÑÐèþÇ…^èþ…yìþ. 
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