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AU-1537
M.Com. (Semester-I) Examination
(oW
SERVICE MARKETING & CUSTOMER RELATIONSHIP MANAGEMENT
Paper—102
Time : Three Hours| ' [Maximum Marks : 80

Note :— (1) Attempt FIVE questions.
(2) All questions carry cqual marks.

1. (A) What do you mean by Service Marketing ? Differentiate between services and goods
marketing. 16

OR

(B) Explain the impact of environmental forces on marketing of service. 16

12

(A) Define service market segmentation. Which factors are considered to scgment a particular

market 7 : 16
OR

(B) Explain various elements of “service marketing mix”. , 16

3. (A) Explam the different pricing policies for airline services towards tourism. 16
OR

(B) Explain significance of scgmentation in financial services. 16

4. (A) Explain the importance of ‘relationship marketing’ in Present Business Scenario. 16

OR

(B) Explain the attributes and determinants of relational exchanges. ' 16

5. (A) Explain with illustration customer relationship management. 16
ORrR

(B3) What is relationship strategy ? Explain the different types of strategies. 16
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