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Time: 3 hrs. Max. Marks:100
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Note: 1. Answer any FOUR full %%gﬁions from Q.No. 1 t&jﬁQ,No A

2. Question No. 8 is compulsory.
upulsory

L

8 ﬁ
& 1 a. Define Service. A (03 Marks)
< ol
= 53 % * (07 Marks)
E C. X, (10 Marks)
2 2 a. What is zone of Tollerance? % (03 Marks)
= . o S . " -
E b. Discuss characteristicsiof services that dlfferentlate;;lti from products. (07 Marks)
] c. What is service eﬁ:égﬁnter? Discuss the types of service encounter with suitable examples.
[ e Wi &%@1% (10 Marks)
| Aved |
3 a Whatdo ; you mean by lost customer research? (03 Marks)
b. Discus§ @Q}cctives of conducting s ‘tvice research. (07 Marks)
c. Explainirelationship developme&%%%tegies. (10 Marks)
)} 4
4 a. What do you mean by hard and soft standard? (03 Marks)
b. Write a short note on stra gi?es to adjust capacity.to meet service de nand. (07 Marks)
c. W, é& (10 Marks)
: 4
5 a  What do you mean by boundary spanner?s 3 (03 Marks)

b.  Write a short nofe on Emotional labe V;%%xplain the causg of emotional labour. (07 Marks)

k

c. (10 Marks)
6 a 0 ‘ (03 Marks)
b. Discuss the components'of hon-monitory price in service. (07 Marks)

g ﬁﬁiscuss 4 categories, ofistrategies to matcgg;gg%ice promise with service delivery. (10 Marks)

) \:W . g ¥
7 a. What do you mean.by Service Scape? (03 Marks)
b. Explain impﬁapce of physical @1;1; lence. ‘ (07 Marks)

. ms‘?’} . AT .y .
c. Discuss tl@%}ﬁp‘es of service scape-in detail. (10 Marks)
@ ., &

Important Note : 1. On completing your answers, compulsorily draw diagonal cross lines on the remaining blank pages.
2. Any revealing of identification, appeal to evaluator and /or equations written eg, 42+8
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CASE STUDY: (compulsory)

‘Dining with Dynamic Pricing’

%,

o B : .
Flexible or Dynamic pricing and Restaurant indastry“involves charging menue price by hour
or time of day to attract diners in non peak how s such as afternoon between 2 and 6 pm or

late evenings. Restaurant may use discogngfgsuch as 15% to 30% f§0t31 check, to build

traffic during off hours. 3 -

) %& %;%;
Typically the restaurant uses dinix § E”gj}f“iators a site that collx@g aﬁd co-ordinates information
about all restaurants in an ca ‘f;that want to offere, mic pricing. For example
‘www.dinebroker.com’ dyna ricing website, represen 1000 restaurants in more than
50 metropolitan area th%uﬁse%ﬁ‘bff peak discount pr@gref% to gain incremental business and
new customers. L b =y

Dinebroker.com ﬁ%@n easy-to-use graphic, mefrics that allows user to see on one page all
the participatifg testaurants and the discoﬁﬁ%they offer. The site also enables the customer
to make onfiné reservation and offer a”caﬁs to prime time tables. To participate in this

service gftﬁif}merbroker.com requires restaurants to pay a subscription of 49 dollars a month.
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. ﬁ@%a itator ‘www:‘ﬂi%;broker.com’.
N %®; (05 Marks)
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#mic pricing stiategy required by a restaurant
; (05 Marks)

. % YRR
Express your view why there would be &
during non peakhours.

g

(10 Marks)



