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M.Com. (Semester—I) (New) Examination

SERVICE MARKETING AND CUSTOMER RELATIONSHIP MANAGEMENT

Time : Three
Note :—(1)
(2)
(3)

Paper—102
Hours] [Maximum Marks : 80
Attempt both the Sections.
Section A’ carries 20 marks with 20 multiple choice questions, with cqual marks.
Section ‘B’ carries 60 marks, all questions carry equal marks.

SECTION—A

1. Production of service is . 1
(a) spontancous (b) time spread
(¢) regular (d) lifelong

2. is a scale for measuring the quality of services. 1
(a) SQA (b) CSAP
(¢) SERQUAL (d) GAP

3.  The feature heterogeneity makes it to establish standard. 1
(a) easy (b) specific
(c) clear (d) difficult

4. is the range in which customers do not notice the performance of service. 1
(a) Zone of Adequacy (b) Zone of Predictability
(¢) Zone of Tolerance (d) Zone of Desirability

5. Addition of a new service to a firm’s existing service portfolio is known as
distribution strategy. 1
(a) Multisite (b) Multiservice
(c) Multiselling (d) Multisegment

6. _ marketing offers potential for personalised messages sent to highly targeted micro
segments, I
(a) Direct (b) Indirect
(c) Virtual (d) Close

7. A product line is a of product or services closely related. 1
(a) synergy (b) development
(c) launching (d) group

8. A is composed of a group of buyers who share common characteristics, needs,
purchasing behaviour or consumption patterns. 1
(a) target segment (b) market segment
(c) group of services (d) group of variables
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9. Consumers in India spend less on health because of : |
(a) Free medical services by (jovernment (b) Lack of awarencss
(¢) Neither (a) nor (b) (d) Both (a) and (b}

10. Marketing mix for financial services aim to market the financial services and
schemes . ) 1
(a) profitably {(b) at loss
(¢) at break c¢cven (d) at substantial

1. service is an example of financial service. l
(a) Healthcare (b) Insurance
(¢) Education (d) Political

12. _1s an intangible component of educational service. l
(a) Books (b) Institutional Library
(c) Institutional Infrastructure (d) Faculty expertisc and [.carning

3. Macro level relationship marketing includes ~ market. 1
(a) Employec (b) Customer
(c) Supply (d) All above

14. The way of handling a complaint, ~ can determine quality of future relationship with
a dissatisfied customer. 1
(a) Monopoly (b) Closeness
(c) Recovery (d) Membership

15. _group is an influence market. 1
(a) Customer (b) Competitor
(c) Employee (d) Political

[6. In relationship marketing is of a great concern. 1
(a) Customer commitment (b) Customer contact
(c) Quality (d) All above

17. Atthe _ . many service organizations record customer information useful in assessing
their future needs. 1
(a) Gap in service (b) Initial service encounter
(¢) Financial incentives (d) Service delivery

18. What is the first ‘S in 7-8 framework ? I
(a) Strategy (b) Shared value
(c) Style (d) Structure

19. ___ is a non price related means of gaining attention to develop relationship. 1
(a) Handbills (b) Direct mail
(¢) Telemarketing (d) Pecrsonal Selling
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20. are reward to customers for maintaining their relationship. 1
(a) Non financial incentives (b) Financial incentives
(¢) Malil (d) Records
SECTION—B
1. (A) Write elaborative note on the significance of service markcting in the Indian Perspective.
12
OR
(B) Why do marketing, operations and human resources have to be closely linked in services
but less so in manufacturing ? Give illustrations. 12
2. (A) How can positioning maps help managers better understand and respond to compctitive
dynamics ? 12
OR
(B) Why does consumer perception of risk constitute an importance aspect in selecting,
purchasing and using services ? How can firm reduce consumer risk perceptions ?
12
3. (A) Define personal selling. Explain its role in the banking services. 12
OR
(B) How do you segment tourism market ? 12
4. (A) List and discuss the degrees of relationship building. 12
OR
(B) Explain mega and nano relationships. 12
5. (A) Explain the 7-S framework given by Mckinsey. 12
OR
(B) Why is targeting the “right customers™ so important for successful customer relationship
management ? 12
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