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1.
Case study (Compulsory):
Cox and Kings a tours and travel management company has created a niche for itself by introducing new products for different customer segments. Its promotional strategies during off-season periods have tempted many customers to use their services. Apart from the core service offering, the company offers a lot of value added services like to give comfort and convenience to its niche and discerning customers. Various products aimed at children, the curious travelers, pilgrimage for the old and sports enthusiasts helped improve the company’s market share. However in the recent times it has not resorted to any product innovations and is slowly losing its market share to companies like ‘ Make My Trip.com’, ‘Yatra’ etc.
Question:
What strategies would you advice the company to regain its lost market share? 

2.
What distinguishes a service offering from a product offering? How can technology change the nature of services?
(OR)

3.
How does the marketing of services differ from products? Help Kingfisher Airlines differentiate its services from other airlines.
4.
What is the impact of service scape on customer’s perception? What could be the service scape for a hospital?

(OR)

5.
Explain the types of service encounters with technology based service encounters.

6.
What are the steps in developing a service positioning strategy?

(OR)
7.
With an example explain the service blueprint for a hotel service. 
8.
Using a SERVQUAL scale, create a questionnaire for a bank.
(OR)
9.
What are the key factors that lead to service gaps?







