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Question Paper Code : 3775
M.B.A.  (CBCS)  Examination, 2018

(Semester-IV)

MARKETING OF FINANCIAL SERVICES

[SE-423]

Time : Three Hours] [Maximum Marks : 70

Note : Answer five questions in all. Question No.1 is

compulsory. Besides this, attempt one question from

each unit.

1. Read the given case and answer the following questions:

[3x10=30]

Questions :

(a) Write a brief note on LIC's reaction to the entry of

foreign players. Critically examine the steps taken

by LIC to face the competition from MNCs.

(b) Do you agree with Bajpai's statement that service

would not be a key feature to success in the post-

IRDA era ? If you were a new entrant in the Indian

insurance market, what are the issues you would

focus on?
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(c) Do you think LIC will be able to remain the market

leader in the insurance business in the long run?

Give reasons for your answer.

UNIT-I

2. What are the basic differences between services and

goods ? What are the marketing implications pertaining

to them ?  [10]

3. Explain giving examples how internet is changing the face

of financial service industries.  [10]

UNIT-II

4. Why does the customer's role as a co-producer need to

be designed into service processes ? What are the

implications of considering customers as partial

employees? [10]

5. Discuss how customer satisfaction can be influenced

by perception of fairness, customer emotions and other

customers. [10]

UNIT-III

6. How can the frontline employees be effectively motivated

to achieve excellence in service delivery and productivity?

[10]
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7. Discuss how financial service organisations can

minimize non-monetary purchase costs for its

customers. [10]

UNIT-IV

8. Why does consumer perception of risk constitute an

important aspect in selecting, purchasing and using

financial services ? How can firms reduce consumer risk

perception ? [10]

9. What are the marketing and management challenges in

the use of intermediaries for the sale and delivery of

financial services ? [10]

----- x -----
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CASE STUDY
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