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VI Semester B.Com. Examination, May 2011

(Semester Scheme)
Commerce
Paper 6.4 : SERVICES MANAGEMENT
Time : 3 Hours Max. Marks : 90
Instruction : Answer should be written completely either in Kannada or in
English.
- SECTION - A
1. Answer any ten sub-questions. Each sub-question carries 2 marks. (10x2=20)

a) What is Service Marketing ?
b) State two intermediaries in service delivery.
¢) Mention the ‘P’s in service marketing mix.
d) What is customer loyalty ?
~ ¢) Give the meaning of heritage hotel.
f) What is pleasure cruising ?
g) What is market segmentation ?
h) Expand NHB.
1) What is Videsh Yatra Policy ?
j) Name four private players in life insurance business.
k) What is floating interest in housing finance ?

) Define Tourism.
P.T.O.




MS - 326 2- AT R R

SECTION - B

Answer any five of the following. Each question carries 5 marks. (5x5=25)

2.
3

Distinguish between goods and services.

Briefly describe the various types of service processes.

. Write a note on targeting customers.

. What is e-banking ? State its advantages.

State the functions of travel agencies.

. Describe the economic significance of tourism.

8. Write a note on Five Star hotels.
9. Explain the scope of mutual funds.
SECTION - C
Answer any three of the following. Each question carries 15 marks. (3x15=45)

10.
11.

12.

13.

14.

Define services. Explain the various characteristics of services with examples.

Describe the methods to enhance value by improving quality and productivity of _
services.

What is service marketing mix ? Explain service marketing mix of hospitality
industry.

Explain the various mutual fund schemes.
Write explanatory note on :

a) Motor Vehicle Insurance

b) Rail-Road Co-ordination

¢) Housing and Urban Development Corporation.
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