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- (404 A) : SERVICES MARKETING
(Marketing Specialization)
(2008 Pattern) (Sem. - IV)

Time : 3 Hours] L ’ : [Max. Marks :70
Instructions to the candidates: -
1) Question No. 1 is compulsory.
2 Attempt any three (3) questions out of remaining questions.

- @I) a) Motivating Employeés To Care For the Customer : The case of
g - Hospitals , [15]

Hospital patients have enough problems with their illness not to confront
poor service as well. Bernard J Lachner, president of Evanston (111),
Hospital, underscored the problem. '
Whether the physician, the house staff or the nurse, the waiter,
X-ray or emergency room, the admitting clerk is rude; the maid who
bumps the bed while cleaning: the parking-lot attendant who is less than
helpful when the lot,is full; the cafeteria that turns away visitors; the
pharmacy that has limited hours for outpatients - all of this suggests that -
hospitals operate for their own convenience and not that of the patient,
his family and friends. '
- Hospitals today are turning to guest-room programs to train and
~ ' motivate physicians, nurses and other employees in hospitality. Radford
- * (IIT). Community Hospital is among the latest of several hospitals to add
a further wrinkle-a "guaranteed services” program. Radford set up a
fund of $10,000 out of which they pay patients who have a justified
- complaint ranging from cold food to overlong waits in the emergency
room. The “hook” is that any money not paid out of the fund at the end
of the year is'divided among the hospital’s employees. This plan has
added a tremendous incentive for the staff to treat the patients well, If
there are one hundred employees and no patients have to be paid by the
end of the year, each employee gets a $100 bonus. In the first six months,
_the hospital had to pay out only $300 to patients,

iQuestions : ‘ ,
2/ 1) Explain the role of service Employees in achieving better customer
satisfaction in Hospital Marketing,
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2) Discuss the concept of ‘Service Profit Chaln with the help of above
mentioned example.
3) Discuss some important issues related to Hospital/Healthcare
Marketing,. -
b) Write a detail note on “Customers role in service delivery & customer’s
as co-producers” (Quote suitable examples). : | [10]

Q02) a) “Services are intangible, but one can get fair idea about service quality
through tangible cues which are part of servicescape” - Critically evaluate
above statement. ' 8]

b) Suggest the serv1cescape de51gn for ‘Children Spemal Hospital’. [7]

I

'03) Discuss the basws of PZB (Gaps) Model of service quality in detail. Also

suggest measures to close or reduce these gaps. [15] -
04) a) Define services, indicating characteristic features of services. [5]
b) What are the challenges in Services Marketing due to these unique
features? \ : [10]

05) “In promoting services more emphasis is given on Relationship Marketing as
compared to that in preduct prometien’;Give your opinion. [15]

06) a) What is Service Blueprinting? What is the significance of Service

Blueprint? [7]
- b) Design aservice blueprint for Hotel (Overnight stay). - [8]
Q7) Write short notes on (Any Two) : | ‘ [7.5 marks eaéh]

a) Self Service Technologies.
b) Waiting Time Managerhent.
c)- Internal Marketing.

d) Service Failure & Recovery.
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