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AV-l l8

M.Com. (Semrstcr-I) (New) Examination

SERVICE MARKETING AND CT,:STOMER RELATIONSHIP MAIiAGEMENT

Papcr-102

Time : -fhree }loursl [Maximum Marks:80

Note :-( l) Attcmpt both the Sections.

(2) Sectbn 'A'carries 20 marks uith 20 multiple choice questions, uilh cqual nrarks.

(i) Section 'B' carrics 60 marks. all questions carry equal marks.

SECTIO:i-A

Production of service is I

(a) spontaneous (b) time spread

(c) regular (d) lifclong

is a scale for measuring the quality of services. I

(a) SQA (b) CSAP

(c) SERQUAL (d) GAP

The leatue heterogeneity makes it _ to establish standad. I

(a) easy (b) specific

(c) clear (d) difficutt

__ is thc range in u'hich customers do not notice the performance of senice. I

(a) Zone of Adequac)' (b) Zone of Prcdictability

(c) Zone of.lblerance (d) Zone of Desirability

Addition of a new sen,ice to a llrm's existing service portfolio is known as _
distribution stmteg/. I

(a) Multisite (b) Multiservice

(c) Multiselling (d) Multise$nent

markcting offers potential for persolalised messages sent to highly targeted micro

segments.

(a) Direct

(c) Virtual

A product line

(a) slmergy

(c) launching

is conlposcd of a group ol buyers u,ho share common characteristics, ncads,

2

4

6

,7 lsa

(b) Indirect

(d) Close

of product or servi(cs closely related.

(b) developmen

(d) goup

8.A
purchasing behaviour or coosumption patterns.

(a) target scgment (b) market segment

(c) goup of senices (d) group of variables
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9. Consumen io tndia spend less on hcalth because of :

(a) Free medical seniccs b-v (iovemment (b) Lack of awareness

(c) Neith$ (a) nor (b) (d) Both (a) and (b)

10. Marketing mix for financial services aim to market the financial

sch€mes

(b) at loss

(d) at substantial

(b) lnsumnce

(d) Polirical

I

services and

I

ll

t5

16.

t1

i

lq

(a) profitably

(c) at break cven

(a) Healthcare

(c) Education

scrvice is an cxample of financial servicc

is an inlangiblc component of educational service

(a) Books (b) Institutional Library

(c) Institutional Infrastmcture (d) Faculty expertisc and l-caming

13. Macro level relationship marketing includes __ market. I

(a) Employee (b) Customer

(c) Supply (d) All above

14. The way of hardling a complaint, cao determinc qualily of iuture rclationship with

a dissatisfied customer. I

(a) Monopoly (b) Closeness

(c) Recovery (d) Mcnrbcrship

group is an influcnce market.

(a) Customer (b) Competitor

(c) Employee (d) Political

In relationship marketing is of a grcat concern. I

(a) Cu-\tomer commitmcnt (b) Customer conlact

(c) Qu. ity (d) AII above

At the , many sen,ice organizations record customet information uselul in assessing

their futule needs. I

(a) Gap in scrvice (b) lnitial service encounter

(c) Financial incentives (d) Scn'ice delivery

what is the fiI.st'S'in 7-S ti.amcwork ? I

(a) Strdte&v (b) Shared value

(c) Style (d) Structure

is a non price relatcd means ol gaininc attention to delelop relationship. I

(a) Handbills

(c) Telemarketing

wPz-8 t65
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2

Direct mail

l)crsonal Selling

(Coord.)
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I

20

(a)

(c)

(A)

(B)

(A)

(B)

(^)

(B)

(A)

(B)

(A)

(B)

arc rcward to cuslomers lbr maintaining their rclationship.

Non linancial incentives (b) Financial incentives

Mail (d) Records

SECTION-B

Write elabo.ative note on the significance of sen'ice markcting in the lndian Perspcclivc.

t2

OR

Why do markeling, operations and human resources have to be closely linkcd in services

but less so in manufacturing ? Give illustrations. 12

How can positioning maps help managcrs better understand and respond to compctitivo

dynamics ? 12

OR

Why does consumer perception of risk constitute an importarce aspect in selccting,

purchasing and using seryices ? How can firm reduce consumer risk perceplions ?

12

Define personal selling. Explain its role in the banking services. 12

OR

flow do you segment tourism market ? 12

List and discuss the degees of rclationship building. 12

OR

Flxplain mega and nano relationships. 12

Explain the 7-S framework givcn by Mckinsey. 12

OR

why is targeting the "right customers" so important for successful custorner rclationship

management ? 12

2

4

5
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AV-l l8

M.Com. (Scmestcr-I) (New) Examination

SERVICE MARKETING AND CUSTOMER RELATIONSHIP M{NAGEMENT

Paper-102

Time : Three Hours] [tlarimum Marks : 80

(c-{r& r+ttrc)

<tr :- (l) <H Evr,r ritsfdt 3lFia[d 3{e.

(2) lalrm'3r' .ltit zo g"r eX< zo cgwiff Fii 3 ld .qrfl nqr{ {ur 3fl}d

(3) FqaTrrr E' qdl 60 5ur sqr r{ rrnt sqrr I1!l 3fi

f+i{m-'3i

,7

ili r.qrc<

(30 irdrrt-d

g1 FruFm

(x) nrald

(4,) sRrT

3Iil 1

I2 ; ++qr {un4 s.r,rur<ri {qa.{x 3n}

(3r) sQA (E) CSAP

Cd) SERQUAL (s) iq (riil{)
tffiq{r pl ad)vuta}l-rz €ad-d -d Erd

(q) At (-a) fiFl6r

(6) tcE 19 +liot

-__ 
i :rd ffqr frz .grl ;qrqd rlrfr id +rferrai qrq no.r <r0

1a; vuiwm *a ts) tsf1rrm dfi

6y ruavftrar *z ('s) -..iflsl{dl +i
rrtali trdqrl d+ qlz'c,).ff3r) qrt'r,{n terdtsaqrer

(3r) c(**q /O qil4r

ft61ur rg;64 E6u1dr(. I

(+) {qlnsq rs) "r(iarrrffi

_, Eron Aaqoe$o qw flrrr++irr Frdgti d?sr craElrqrff dqri.rdr iFrd s{iit. I

(3r) riqer (s) 3{y.qer

(6) arwl+n 1s) fi6z

aqir+ {si{qr noffa -+i1 llfii isi"rr gri

({) sllczYilram

(s-) fiE rFrarF{ldr

(E) ft+rtt

(3) HF

IJ

5
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I \rfi 3rfli scrlt{dr qT6 3ne qiq Fqn ft+rr-or, ,rrqT, ;Fc aTrgT0t 3l'!Fn 3q+II

(Eqrqa {.{}ar 3I{In'r I

(s) d$d Eqrs{ (d) faqfi i4qrfi'r

Cs) hfl s{E (3) !'.iql cTF

9. ql(ftq sq+ffr ERqr{{ s.+ q-{ Fad-rf, F,m'r : 1

(e) {'fin Er} mrd ffiq ia E"qr q.sra

F) rtEfisl 3I\-rE

1o1 (3r) i6-qT (E) rrd

as) (s) 3IrFT (s) ffi 3r?

10. fld-riq A-4iqr e"r frcsn ftry ftn t-sr srFr ffi _ffi sriil 3TIe I

1a) Rr,ffirff r6fti Cs) 1firr{ r6ft+

6'1 vrHe+r+r G) 6.Ifl

lr. -._ __ i-4r i ffiq tin s<ra{q 3G. I

(3r) FRr{ qreTr F) PCqr

CO Brepr (s) {r{dq

12. __e llrfisr tlt rEw rc+ uri I

(3r) Tw+ F) rtti 4r+{rf,{

(Er) R?{rff orur{16 flafli 1s1 rflc Bis{ qrFr frrelq

13. i{"d {.rfu ftq 1:tlvr,rrtd _ iawfl-+r r'd'rh ffi.
13r; nffi 6; wfr<r

C6) f,iqor 6s; urffi rd

la. fiR FraRurqa 3lsqR]r+ rrrfle-t.fi qBE{frffr mdur* {srfiir dtfrfr I

(3r) qdrtrdn 6y ft-rrm

c6) T{,$* CO r<sdr

15. rqa <+ lw<vnrft ffi aB

1:1.1 :vfrwr

C{) -4r*
16. Tisq fnc!ftqA

F) eeql

G) rrtrdq

qoia 3ned-qr Eqq 3fli

(3r) flEd ffiffiaaT F) T166 rird

(6) {s'T{r (3) iFirfi Rd

l'1. 4{, oris tEr {116r rrafiqr qffil 3lrdvtrfdinr s't-urqr( +T{r,R crEff€
3rfufrrdtd srffd.

(3I) t4r 3i {Td (cap)

(6) Fffiq sif,r
(s) gEqrd-dr tar (g6r{dT) flqar

G) Asr i{fr{vr
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18. 7-S Faflr qd rqrr 'S rrq rrri ?

(3r) q?-a{r I (s) f,i-q JtqtrI Y(ri

e) r.+/ rJ) 4 rT=l

19. 6u ftfir$qd i eet qr+.ftd rrqrt t{ f+irff fltrc 3rr}

20

(3r) EFI itrflT{ tri (d) r.qer sr6 (+a)

61 6{wr liwrr (B) .qf,A]ld f{+q

_t 6a +rqq tEvq.r{fl rra+rqr ftrqr ']],rri qffinfto si I

(q) 3rfi-frq B+{6 (s) f{frq'si-{6

(6) sr+: (Mail) (s) qtu&s

Eamr_?

(s) t{r.ffq vft}eqqfr itqr lsrol{ri q..a qr faqqr-fi Gqa iar firo. 12

Fr{

(s) f4qsrn, qr{ff Fflrqri q{al 
"i-qn {Ei t Er$rr{d lr{}-i 3rB .r{g

JiTfirqd ltfr. eR {r ? T{|6{,r cqr t2

(30 guf {R+1-aT qrrr"qr r+ri {qw} 3rrFr qfrfrlr ?@Tq} aqerFrFfi'lr rr -flr {6rfr 6t q(d

6{drd ? l2

Fisr

C{) naa 1}{s. fq afir 3rqlrr fli ifr {{qr{( 1fE6lff ffiq rieri rgff rsri l+r1
{d.E$ *{e ? D

(3{) 'qffirr( k*,rr' iql({fl ftr'd] .qTfl uiffiq q1q6* X&o Eq< {{l t2

Ehr

F) c+.r ffii Errrql +il rne I t2

(3t) (riq k+rsraT R -rr q{tm.d qfl crii qql +{. t2

Bisr

F) i2i (mega) 3nfrr sllqeq (nano) lliiurnl .cF. 6c t2

(3r) ri+$'dri ftd-cqr 7-s ri.fli aT Frs.. sr t2

ffdr

F) \q'frq Ira+' zr eeritff fr{il q1rd fla;F {i.iu q{efi'rrr olcor +r qE?"!:f sr} ? 12

2

4
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AV-t lE

M.Com, (Semester-I) (New) ExamiDatiotr

SERVICE MARKETINC AND CUSTOMER RELATIONSI{IP MANACEMEN'I

Prper-102

Time: Tkee Hoursl lMa.ximum Marks:S0

(ftl4 tlat)
*er- (1) ifr Ewr a* +l

(2) ErTrr '3r' I z0 i + 29 cgffiu vq,r t. Bl rr sqln riF I t

(l) Banq 'q' 60 316 I r srit trs+ qr qql{ !tr6 I

tfl{rrr-'ai
l. tar 6r J.qr{r ? r 1

(3i) nae (4) {Tq rs[.6

Cd) Fqf\d 6 ed aw i fii
2. qa i-sr .til g.rqflr rlqn rri +r qt.rn qa ? t

(s) sQA cs) csAP

Cr) S!]RQUAI (3) ic (3rfiTm)

3. E-qrft{dr {6 inis qrrfi rui}d orar _ rrfi } I I

(3r) 3rTsF (O EEF.

' Cr) Hoz g; +B<

4. _,_ tqr ftqr *a e ffi sciirffr t-sr i 6ds{dr +l t({ {dt crdr r 1

(30 cckdr sr *x F) Tqf1qr{ 6r *-4

co (.{qflirdr Fr *a G) {<rglk 6r *,
5. s+qr A sdqn +{r +SM t Tff +4r +1 +si +l ft-tnq qarrtr rai

Br l

(s) {qffi C) dqt-dl

CO {gfaq'q F) {glai{rqn

F+on gaq fisdld qeq iaqrqdl d F-$-rd vie' irii +1 iir{rr{dr }Ro ot<r

?r

(q) v.t{er

qqfer -trffi {slud qq a"n i-+rif or

(q) drd+d

(s) !Tri{

6

I

I7

cs) 3rrd[er

Cs) ft+-c

(d) B+r(

o qta
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8. 

-{s 

ti w,irmg'l +r aXa i ir {rqFr EisrrC ;rqrt', *q $rfivr qr sc"irr flii
trffdff?r I

(3r) ddd Er{tq{ 6 favut ftmtn

CO t-4r 6r HT6 (s) Ttl fl s{6

9. qra{iq s,{'ilafl Ererl qc rq q{ 6{i e 4fi8 : I

(3r) sns-r dr{r gF ffi fu fl qTr

(q) -"nf,"Frtl {r 3rqTq

(O (3r) qr (d) rfr

Cs) ("r) "lR 
(E) an ff

10. ffi +qril +r slre Bcon fiq f+'r t"er st{ fr-,Tr d
1u; en--rtt zrr t (q) 6rft + mr

Cq FqE=}fi !-( G) &(

i-o re ffiq iar TqrfilT I

liq,,ff orqr lr 1

ll

(3r) F4r${ grerT (4) ffqr

CO fueir F) 1rdfrq

12. _ q6 Ftan tq +r i{*u q-s- t I I

1 1 1 Rm,i td) gEzTI fiI ir'firiiq

CO {tzn 61 3nElft+ srq,n (E) s6rq EiEr dqr ErHr

13. (W Fftq miu Erqa i _ ffi 6r '3lftf4 +fl i I I

(ir) 6+sft gy :lrt-*r

CO fffi (s) irciltr {,ff

14. Qr+tqt fi.{rriur Fri + rft} i, __ *rqlurfr ura+ i mq qiMr naiu * gu661

irr 6m tr I

(3r) \FfiroR 1o; ftrerr

CO gn,sft Cs) F{qdr

15. _ v1s q'+ v"+raor,,fi Eroi lr I

(3r) srrqfldr

1q E;deft

16. 6u Ewft i
(3t) sqliffir E-q-ffa

(s) x"Enr

6,1 etr+

(s) flq41q

9rq ffi or fiqq lr
61 Jq,,t<r wd

6; :rit< n.fl

IJwPz 8165 (Contd.)
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17.

(3{)

c6)

l. (3{)

(s)

2. (3I)

. (E)

3. (s)

(E)

4. (3r)

(E)

5. (q)

c{)

q{ E{ +sT ri,16{ Bq+trrfr +1 qffit qsrd ai qni i FITTTII vrf,rrt
qftFdfud 6it E r

(q) t-ar 3i {rd

Cfl trSq rimf
is. z-s riT.{r i s*

(3r) q.ff,{r

6q cffi
19. 6rr l{{'rs i

20

(d) geslff i-<r g+rwr

(s) t-sr tfi{sr

's'€1 ? ?

(s) { sRra q{rr

(3) {i{{{r
qa qa 3Tr6fr[" Fri arFT rr{ ffi srr+ i r

1u; ra B'*rrr rr CO r.cs sr6 (Mait)

C6) (cisn frcurt 1s; ;ufutn fara

{6 tGu {.srr< {si + ftt sq+ftr + ftqr qrisrdr qRik* t r

3rErtrq s+s6 6; ft-So riw*
sFF 1qy aFrdr+

t{qrrr-?
qrcftq qftiq i +{r fr!,rrr 6r E6.E {ff B"rq q< iiqg.o Ps,rft f}rd t t2

3[tl-.lT

laqqa, R'qrqq-l frqr {rrfr Tflu-{ +i kradr t gi ra i-<tx i qsfr t rt rdrrr
n Tff, ttr d I sEra<vr fffti r t2

Hqf ,rffi + +.di {Tfli 3itt yfilBfi ti i q+err+ si rrir+l Td F6q FrR q<e,m

illc-d dt A ? t2

3ITiIT

isr * q{{, mq oqr yfrr +l.i +il Tir q< sq"tm fr q}R{q itiff 3ruXfil f+q r+rt
{-.qWI ftqq +fr e ? n
qk,rd ft-mq * cR'{rlsd +1f\} r srfr 3fi*qq nar i :ift'{r lnw d&t I t2

irdr

cdz+ Erq!ft d id lfiirFdd 6ti ? t2

s.iq laf,rs + Kt +l qffrd st 3rk Esf +l t 12

if,eEIr

si (mega) sr1 oitqe< (nano) c+u +] (cFc +lfit r 12

iift on Rt gi u-s rra-r d esa frfui r t2

3IT.IT

\trrq sq$-ffr' dt ae+d 6.{r sqd swt6r {rqa itr{efls{ + ftt slii {-dwi f ?

t2
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