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Q1. There is a trend of service delivery moving fron high contact to low contact. Are service 

employees still important in low contact services? Choose a service of your choice & explain 
your answer. 

Q2. (a) Explain the concept of search, experience & credence atributes in service evaluation. 

Illustrate through proper examples 



(b) Expiain the difference between the desired & adequate service levels with reference to a 
service cxperience you've recently had. 

03. Elaborate upon the hard and soft measures of service quality. Design a questionnaire to 
understand the SERVQUAL perception of customers with respect to any e-commerce player. 

04. A women's health clinic has recognized the need to segment its arket.Identify three bases 
on which the clinic might segment the market, and identify the manner in which the product & 
promotion component would change in light of segmentation. 

Q5. () Discuss the predictable Cycies of Demand levels faced by services and the underlying 
causes of these cyciical variations 

(b) What actions can a firn take to adjust demand to more closely mateh capacity? 



{ "type": "Form", "isBackSide": false }


{ "type": "Document", "isBackSide": false }

