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VI Semester B.Com. Examination, April/May 2012
(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 carriestwo marks. (10x2=20)
a) What is customer loyalty ?

b) Mention the P’s in service marketing mix.

¢) What are Floating hotels ?

d) Who are travel agents ?

e) What are Gilt funds ?

f) Expand ATM and RTGs.

g) Mention any four classification of services.
h) What is cyberspace ?

i) Define Tourism.

j) Who is a Foreign tourist ?

k) What is floating interest in housing finance ?

I) Whatis Travel Insurance ?
P.T.O.
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SECTION-B

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

2

3.

Analyse the reasons for growth in service sector.
Explain the purposes of tourism organisations.
State the merits of mutual funds.

What is a Target Market ? Briefly explain the procedure to identify the target
customers.

What are the issues in the development of housing finance inIndia 7
Briefly explain the characteristics of services.

Wrife a note on Hotel services and facilities.

Briefly explain the merits of e-Banking.

SECTION-C

Answer any three of the following. Each question carries fifteen marks. (3x15=45)

10. Write a brief note on :

11.

12.

13.

14.

a) Fidelity Insurance

b) Endowment Insurance

¢) Motor Insurance

d) Fire Insurance.

Write an explanatory note on classification of hotels.

Define quality. What are the tools for achieving service quality ?

What is Service Marketing Mix ? Explain the service marketing mix of Tourism.

Describe the strategies for matching capacity and demand.
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