
Answer either in English or in Assamese.

GROUP–A

1. Answer the following as directed :
 
 1×6=6

Ó¬˘1 √õ∂ùü¸˜”˝1 øÚÀ«˙ ’Ú≈¸ø1 Î◊¬M1 ø˚˛± –

(a) The services and their providers are

the same. (Write True or False )

Œ¸ª± ’±1n ˝◊˚˛±fl¬ √õ∂±Ú fl¬À1±Ó¬±ÊÚ ’ø¬ıˆ¬Mêº

[qX ŒÚ ’qX ø˘‡±]
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(b) The area where employees’ actions
take place is called back office.

(Write True or False )

ø˚ ¶ö±ÚÓ¬ fl¬˜«‰¬±1œ1 fl¬˜« ¸•Û±Ú ˝˚˛ Ó¬±fl¬ ŒÚÀ‡±
fl¬±˚«±˘˚˛ ¬ı≈ø˘ Œfl¬±ª± ˝˚˛º [qX ŒÚ ’qX ø˘‡±]

(c) The success of a service mostly
depends on internal marketing.

(Write True or False )

¤È¬± Œ¸ª±1 fl‘¬Ó¬fl¬±˚«Ó¬± √õ∂Ò±ÚÕfl¬ ’±ˆ¬…ôL1œÌ
¬ıÊ±1fl¬1Ì1 ›¬Û1Ó¬ øÚˆ«¬1 fl¬À1º

[qX ŒÚ ’qX ø˘‡±]

(d) Write the full form of BSP.

BSP–1 ¸•Û”Ì« 1+¬ÛÀÈ¬± ø˘‡±º

(e) Which one of the following is not a
facilitating service ?

Ó¬˘1 Œfl¬±ÚÀÈ¬± ¸≈·˜ Œ¸ª± Ú˝˚˛∑

(i) A restaurant in a hotel

¤‡Ú Œ˝±ÀÈ¬˘Ó¬ Ôfl¬± Œ1©Ü≈À1KÈ¬

(ii) Transport services for local visit

¶ö±Úœ˚˛ w˜Ì1 ¬ı±À¬ı ¬Ûø1¬ı˝Ì Œ¸ª±
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(iii) A hotel for lodging

Ôfl¬±1 ¬ı±À¬ı ¤‡Ú Œ˝±ÀÈ¬˘

(iv) Shopping facilities

¬ıÊ±1-¸˜±1 fl¬1±1 ¸≈ø¬ıÒ±

(f) Introducing a service at low initial
price is called —

¤È¬± Œ¸ª±1 √õ∂‰¬˘Ú1 ¬ı±À¬ı √õ∂±1øyfl¬ fl¬˜ ˜”˘… øÚX«√√±1Ìfl¬
Ó¬˘1 Œfl¬±ÚÀÈ¬± ¬ı≈ø˘ Œfl¬±ª± ˝˚˛∑

(i) Prestige pricing

˜˚«±±¬Û”Ì« ±˜ øÚX«±1Ì

(ii) Psychological pricing

˜Úô¶±øQfl¬ ±˜ øÚX«√√±1Ì

(iii) Penetration pricing

Œˆ¬fl¬±1œ ±˜ øÚX«√√±1Ì

(iv) Skimming pricing

‰¬±˜øÚ˚≈Mê ±˜ øÚX«√√±1Ì
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2. Write short answers to the following
questions : 2×5=10

Ó¬˘Ó¬ ø˚˛± √õ∂ùüÀ¬ı±11 ‰¬˜≈ Î◊¬M1 ø˘‡± –

(i) What is service differentiation ?

Œ¸ª±1 ø¬ıøˆ¬ißÓ¬±fl¬1Ì øfl¬ ∑

(ii) What is cost-based pricing ?

¬ı…˚˛øˆ¬øMfl¬ ˜”˘… ˜±ÀÚ øfl¬∑

(iii) What is front office ?

¸•ú≈‡ fl¬±˚«±˘˚˛ øfl¬ ∑

(iv) What is franchising ?

¶§Q ’ø¬Û«Ó¬fl¬1Ì ˜±ÀÚ øfl¬∑

(v) What is service delivery system ?

Œ¸ª± √õ∂±Ú ¬ÛX√√øÓ¬ øfl¬ ∑

3. Write answers to the following questions :
6×4=24

Ó¬˘Ó¬ ø˚˛± √õ∂ùüÀ¬ı±11 Î◊¬M1 ø˘‡± –

(i) Explain the benefits of franchising.

¶§Q ’ø¬Û«Ó¬fl¬1Ì1 ¸≈ø¬ıÒ±¸˜”˝ ¬ıÌ«Ú± fl¬1±º
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(ii) Explain the importance of service
marketing.

Œ¸ª±1 ¬ıÊ±1fl¬1Ì1 &1nQ¸˜”˝ ¬ıÌ«Ú± fl¬1±º

(iii) Explain the steps involved in sales
promotion planning.

ø¬ıSêœ1 Î◊¬M1Ì ¬Ûø1fl¬äÚ±1 Δ¸ÀÓ¬ Êø1Ó¬ ô¶1¸˜”˝ ¬ıÌ«Ú±
fl¬1±º

(iv) Explain the factors affecting the
service distribution channel.

Œ¸ª± ‡G1 ø¬ıÓ¬1Ì √õ∂Ì±˘œÓ¬ √õ∂ˆ¬±ª Œ¬ÛÀ˘±ª±
fl¬±1fl¬¸˜”˝ ¬ıÌ«Ú± fl¬1±º

GROUP–B
1. Write answers of any four from the

following :

Ó¬˘Ó¬ ø˚˛±À¬ı±11 ø˚Àfl¬±ÀÚ± ‰¬±ø1È¬±1 Î◊¬M1 ø˘‡± –

(a) Briefly explain the challenges of
intangibility in service industry ?
Distinguish between goods and service
marketing. 4+6=10

Œ¸ª± Î◊¬À…±·Ó¬ ’‘˙…Ó¬±1 √õ∂Ó¬…±˝3±Ú¸˜”˝ ‰¬˜≈Õfl¬ ¬ıÌ«Ú±
fl¬1±º ^¬ı…1 ¬ıÊ±1fl¬1Ì ’±1n Œ¸ª±1 ¬ıÊ±1fl¬1Ì1 ˜±ÊÓ¬
¬Û±Ô«fl¬… ø˘‡±º



4 (Sem–6) MKSR/G 6

(b) Discuss the various reasons for the
growth of service sector in India. 10

ˆ¬±1Ó¬¬ı¯∏«Ó¬ Œ¸ª± ‡G1 ø¬ıfl¬±˙1 ø¬ıøˆ¬iß fl¬±1Ì¸˜”˝
’±À˘±‰¬Ú± fl¬1±º

(c) What is customer participation in
service ? What measures would you
suggest to enhance customer
participation ? Explain. 4+6=10

Œ¸ª±Ó¬ ·Ë±˝fl¬1 ’—˙·Ë˝Ì ˜±ÀÚ øfl¬∑ ·Ë±˝fl¬1 ’—˙·Ë˝Ì
¬ı‘øX√√ fl¬ø1¬ıÕ˘ Ó≈¬ø˜ øfl¬ øfl¬ ¬ı…ª¶ö±1 ¬Û1±˜˙« ø¬ı±º ¬ıÌ«Ú±
fl¬1±º

(d) Write down the basis of pricing
services. Explain the problems of
pricing. 4+6=10

Œ¸ª±1 ˜”˘… øÚX«√√±1Ì fl¬1± ’±Ò±1¸˜”˝ ø˘‡±º ˜”˘…
øÚX«√√±1Ì fl¬1±1 ’¸≈ø¬ıÒ±¸˜”˝ ¬ıÌ«Ú± fl¬1±º

(e) Explain the factors to be taken into
consideration while designing a
service distribution system. 10

Œ¸ª±1 ø¬ıÓ¬1Ì ¬ÛX√øÓ¬1 ’±ø˝« √õ∂dÓ¬ fl¬À1±ÀÓ¬ ø¬ıÀ¬ı‰¬Ú±
fl¬ø1¬ı˘·œ˚˛± Î◊¬¬Û±±Ú¸˜”˝ ¬ıÌ«Ú± fl¬1±º



4 (Sem–6) MKSR/G 7 500

(f) What is service marketing ? Explain
the features of service marketing.

3+7=10

Œ¸ª±1 ¬ıÊ±1fl¬1Ì ˜±ÀÚ øfl¬∑ Œ¸ª±1 ¬ıÊ±1fl¬1Ì1
Δ¬ıø˙©Ü…¸˜”˝ ¬ıÌ«Ú± fl¬1±º
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