MBGN 4002/MM 4002

M.B.A. DEGREE EXAMINATION, JUNE 2014.
Fourth Semester
General/Marketing
SERVICES MARKETING
Time : Three hours Maximum : 100 marks
PART A — (5 x 6 = 30 marks)
Answer any FIVE questions out of the following.
All questions carry equal marks.

1.  Elaborate the Growth of Service Sector in India.
2. Describe the Characteristics of Services.

3. How Pricing Strategies are framed by Service
Industries? Explain.

4. Enumerate the Methods of Distribution for .
Services.

5. Describe the Hsﬁmg.m_ Marketing of a Service.

6. List out the Causes of Service-Quality Gaps.
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Questions:

(a)

(b)

(©

Suggest a positioning Strategy for Recovery |
Clinics and Hospitals.

Explain why it would be necessary for 17.

doctors as well as nursing staff to be
marketing oriented.

Identify and discuss the service quality
dimensions which Recovery, Clinics and
Hospitals can use for measuring its service
quality.
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PART C — (1 x 20 = 20 marks)
Compulsory

Case Study.

Pulin Kayastha was simply amazed. He had seen
all forms of hostility and marketing warfare in the
consumer goods industry, but to see similar
warfare in the health industry fascinated him.
Clearly, he told himself, doctors had found
consumers in their patients. At least, that’s what
the concept note sent by Dr. Ajit Varman, country
manager of Recovery Clinics amd - Hospitals,
seemed to indicate. Varman and seven other
senior doctors had left Karuna Nursing Home and
Hospital to set up Recovery, which, as the note
said. “would be entirely devoted and dedicated to
customer responsiveness’.

Pulin  was a management consultant and was
recommended to Recovery by the marketing
director of Regrow Pharma, a large
pharmaceuticals company in Mumbai. In fact, the
suggestion to setup Recovery came from a non-
resident patient, Dinesh Shah, who was

‘undergoing treatment at Karunas large speciality

hospital in Central India. It was in the course of
his interaction with the doctors that Shah sensed
their unhappiness with the system. This prompted
him to suggest the idea of Recovery. Varman had
joined Karuna 10 years ago, assured of a
challenging career in a hospital that was
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