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SERVICES MARKETING
(404 A) : Marketmg Specxallzatlon
o ' (2008 Pattern) (Sem. - IV)
Time : 3 Hours] , R | ‘ ; [Mctx; Marks :70
Instructions to the candidates: ' ‘

1) Q.1is compulsory.
2) Attempt any Three questions out of remaining questtons

- 01) a) -Motlvatmg Employees to Care for the Customer : The Case of
— Hospitals : =

Hospital patlents have enough problems w1th their illness not to
confront poor service as well. Bernard J Lachner, premdent of Evanston
- (IIl). Hospital, underscored the problem.

Whether the physman the house staff or the nurse, the walter X-
‘ray or emergency/toomythe admitting clerk is rude; ‘the maid who
R bumps the bed while cleanmg the parking- ‘Jot attendant who is less
than helpful when the 1ot is full; the cafetena that turns away visitors;
the pharmacy that has limited hours for outpatients - all of this suggests
that hospitals operate for their own convemence and not that of the
~ . patient, his family and friends. - ‘

Hospltals today are turmng to guest-room programs to train and

(1), Commumty Hospltal is among the latest ofds!everal hospltals 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
' complamt 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

(G o E”o,;, end of the year is divided among the hospital’s employees. This plan
Q‘&ﬂ has added a tremendous incentive for the staff to treat the patients well.
If there are ope hundred cm'wloyees and no patlents have to be paid by
;b*‘ the end of the year, each employee gets a $100 bonus. In the first six

months, the hospltal had to pay out only $300 to patients. [15]
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Questions : - . T '

Y] Explain the role of service Employees in ach1ev1n g bettex customer
o satisfaction in Hospital Marketing. ~ \
2) Discuss the concept of ‘Service Profit Cham with the help of
- above mentioned example..
3) Discuss some 1mp0rtant issues related to. Hospltal/Healthcare

marketing. - el ‘
b) Explain ‘SERVQVAL model of serv1ce quahty : 0]
| 02) a) Compare Goods”'&' serViees B o - 3 - [581
b) Give classification bases for services. N [5]
c) Explam the concept ‘Goods Serv1ces Contmuum - [5]
03) a) | “Pncmg of services is more challengmg than prlcmg of goods” Do -
'you agree? Justify your answer. : S [8]
" b) Suggest some techmques to manage demand varlatlons in ‘Public
- Transport Services’. _ _ Do e - Im
0 a) Explain thev (ole_ & ;ilrr,iportance of Phy]s‘ical Eyidence' in Services
Marketing. “ I \WWW. SppUON com. - I (8]
b) How will you de51gn Serv1cescape (Physwal Ev1dence) for Travel &
Tourlsm ofﬁce" B e e T 71
05) ,Explain thei' process of ‘Coﬂinnlaints Hand1i~ng". Can this process be used as )

a tool to improye the» customer sat:isifa’ction‘.'Z Quote suitable examples. [15]

Q6) Write short notes on: (any two) e | | [7.5' Marks Each]
a) Waltmg Time Management SR
b) = Online channels for service deliyery.
¢) = Self-service T echnologies. |
~d) Services Marketing Triangle.
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