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1. The service sector in India has the highest

employment generation among all sectors. So it

has the potential for great growth and capability

to provide highly productive jobs, thus resulting

in revenue generation. In order to overcome the

problem of job creation, the Skill India Program

aims to provide market-relevant skills to about

40 crores of people by 2022. It aims to do this

mainly by adopting private sector initiatives in

skill development programs, and by providing them

with necessary funding. Similarly, the Make in

India program aims to boost the manufacturing

sector in country and thus, will cause a multiplier

effect in adding to the portfolio of the service

sector. In these circumstances, the startup India

initiative is a key enabler for both the

manufactutering as well as the service industry

in India by offering to support innovative startups.

Thus, we can say that the service sector is going

to play a major role in shaping the future of the

country in the coming years.
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(i) Discuss the five main advantages of service

sector in India. 5+5+4

(ii) Explain the significance of service sector in

Indian economy.

(iii) Discuss the contribution of service sector in

economic upliftment of the country.

2. Elaborately explain the consumer Decision Making

process in Service Considering Pre, During and

Post Purchase of services. 14

Or

3. (a) Define Service Encounter with relevant

examples. 4

(b) Elaborately explain the GAP Model of service

marketing with relevant examples. 10

4. Discuss what do you mean by Service Blueprint.

Elaborately explain why service Blueprinting is

necessary in new service development. Also

explain why pricing is difficult for new service

development. 4+5+5

Or

5. (a) Define the terms (i) Service Communication

mix (ii) Service Branding. 3+3=

(b) Explain what do you know about Service

Branding Model. 8

6. What do you mean by capacity constraints?

Discuss with relevant examples, how you can

match capacity and demand during demand

fluctuation in services. 4+10

Or

7. (a) Discuss the terms in relation to waiting

line : 3x3

(i) Reneging

(ii) Balking

(iii) Jockeying

(b) Discuss the different types of server-queue

models known to you. 5

8. Sharadamani Amma, an 87 years old great

grandmother, remembers a time when the sight

of mail runenrs would cause a great deal of

excitement in the small Kerela village she grew

up in. The appearance of these postal employees,

who carried mail between post offices on foot,

meant a letter or moneyorder or God forbid, a

telegram-a sing of ill news. But these days are

long gone. The postmen are no longer held in

high regard in most of the country, and few in

the current generation would have even stepped

into a post office atleast in urban area.

New-age E-commerce companies want to change

this. The likes of Amazon, Flipcart had pilot

projects running with India Post.

(i) But what are the features that makes India

Post attractive to these online postals? 7

(b) Explain what more India Post need to do

interms of technology adoption and other

features to compete with other logistics

companies. 7
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