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It,Co.. S.-".t".-I (New) Enmirraior

SERVICE MARKETING AND CUSTOMER,

(Relationship Mmsgement)

Paper-102

Tinre : Three Hoursl [Maximum Marks : 80

N.B. :- ( I ) Attcmpt Both the SectioN.

(2) All thc questions in Section'A'are Multiple Choice Questions carrying I mark
each and in Section 'B' carry equal marks i.e. 12 each.

SECTION_A

Answer the follo*ing questions by choosing the correct oplion from those given below :

is not the iharacteristic of services.

(a) Intaryibiliry (b) Inflexibility in Supply

(c) Variation from person to person (d) Tangibility

and are the pilla$ of servicc nrarkcting
Itrianglc

(a) Company, products and market (b) Company, shareholders and marker

(c) Company, employees and market (d) Company, disributors and market

3. Iocus of services is on

I

2

,l

(a) Material availability

(c) Market fluctuation

(b) Time dep€ndency

(d) CustomerExpectations

measurcs simplify the process of building service aspirations among thc
prospccts.

(a) Promotional

(c) Process-oriented

5. Expansion of a service to another
stlategy.

(a) Multisite

(c) Multiservice

vox. 364t9

(b) Physical distribution

(d) People-oriented

location is known as distribution
I

Multiploduct

Multisegment

(b)

(d)
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is an cxample of direct marketing tool of salcs promotion

(a) Exhibition (b) Lobblng

(c) Symbols and Logos (d) Telemarketing

7 stralcgy involves tailoring capacity to match variations in dcmand. I

It

(b) Synergetic

(d) Product Novation

lbcuscs our attention on the actual procedurc adopted for generating

(b) Physical evidence

(d) Place

9. Quality in banking serviccs dircclly ilfluences the of the bank.

(b) Processing ol seruices

(d) Irnage

(b) Medical

(d) tlealth Care

(a) Launching product

(c) Chasing demand

servlces.

(a) Process

(c) Pcople

(a) Market mix

(c) Customer base

10 busincss is concerned with the guaranteeing compcnsation in the event of loss.

damage to property or death

(a) lnsuance

(c) Hospilalir)'

11 - tourist segment's main common interest is pilgrimage

(a) Adolesccnts (.b) Children

(c) Ncw Wed Couples (d) Old age

12. The consumers spcnding on hcalth in lndia is predictably quite

(a) Moderate (b) Low

(c) Iligh (d) Unclear

13. Major objectivc ol is to tum new customers into regularl.v purchasing

clicnts. I

(a) Customer retention policy (b) Customer awareness policy

(c) Relationship marketing (d) Customer cxpectation

vox-i6479 (Contd )
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l ,l. Ar

15. At

level ofrclationship marketing sellcr calls the customer liom timc to tinle
with updates on improvemcnt to makc consumption more satisfying.

(a) Reactive (b) Partnership

(c) Proactivc (d) Basic

marketing, closeness of the customer is lost and relationship becomcs

(b) Mass

(d) Individual

rclationship relates with the environmental and health issues. I

(a) Pink (b) Bluc

(c) Grcen (d) Rcd

17. Strategies aimcd at improving relationship with suppliers is also referred to as

ma*eting. I

(a) Straight (b) Forward

(c) Reverse (d) Proactive

I8. An intensive rclationship can develop where customers assign considerable rcspoNibility to

senices for thcir nccds

distant.

(a) Pcrsoml

(c) Special

16. Thc

(a) Clarifling

(c) Satisfuing

19. The 7-S framework is given by

(a) Mcdowell (b) Mcdonald

(c) Mcdorald (d) Mckinsey

20. Possibilitv of rclationship developing can occur only where parties

into exchange lransaction.

(a) Enjoy (b) Dcmand

(c) Mutually desirc (d) Disinterested

(b) Identiiling

(d) Nurturing

to cntcr
I
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l. (a)

(b)

2. (^)

(b)

3. (a)

(b)

4. (a)

(b)

5. (a)

(b)

SECTION-B

What do ,ou mean by scrvices ? Distinguish bctween goods and services. 12

OR

What are the main reasons for the growing share of the Servicc Sector in all major
economies of thc world 2 12

Explain how positioning distinguishes a brand from its customers and spccify in short
how to dcvelop an cffcctive positioning strategy. 12

OR

Focus and w te on thc factors influencing the behavioural profilc of users of insurancc
services. 12

OR

How do you ascertai[ quality control in tourism industry ? 12

Explain classic markct and spccial market relationships. 12

OR

What is .ustomcr relationship managemenl ? What is its importance in today's
arena ? l)
How do thc various srategies described in the 'Wheel of loyalty' reiate to onc
another ? ' 12

OR

How to get customc. rslalionship ma agement implementation right ? 12

vox 16479 (Contd )
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AU-r541
M.Com. Scmcstcr-I (Ncw) Extmiottion

SERVICE MARKETING AND CUSTOMER

(Relatiotlship Msnagemert)

Papcr-102
'limc : Thrcc Hoursl [Maximum Marks : 80

({a& qrq{)
Iffir :-(l) a-€ Errm +sd+ 3rM 3{r}

(2) Ea{rrr '3{' qa 20 gq qqi 20 {gcqff y51 3{Ad q1.a( {qrr {ur 311-(.

(3) Aqm 'q q* 60 gq sfl (4 Fr{r{r Tur srltd.

Rqm-q
.416 R+.qr esra +rq fd6'dc fts-sT

++i ffircq rA

2. fur ftqlrr Dr+lu[qd 4

.1

(3I) 6rff, s.cE, 3[Fr ersRi6
(6) 4ic-ff, Fffi. 3flF'i ErqRt6

3. tqii aes 4{ qre

(q) qror* 
=q-*eu-m

co srqRt++a 3 rl{dr4

(3r) €4*{
c{) eBA;Ts

(3r) qer-frq

(o q-(+{r

Cq) Eiq-fl, lTrrr:Tlt, 3[Fr srqR+6

(B) siq-fr, ffi.s, ilFr sMRt6

6<1 +rairrtccr

(s) TrE{ slfrr

t+trrq qrcqi;qr 6cre
I

F) e-(g-fiR

6q cqfurw+

BcTq fiE+iqT q.nqi i-sr 3rfqf,Tqr Frqfvr ytFlar rca +r<n
(s) qtfi-d fffi,r
(g) effistr

5. Elur"qla-( sqr tlrrTFr{ isrEqr f{ffmfrr
qlFITq,

Eiq 3nid I

5vox 16479
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6 ftrrq q"i.i{rqt rarcr {tfiG f,<racr 3n}

7

1u1 rcrFia

(s) sftn ffi tu€

(q) saqR cR,I

1+) q-rrroi-qr F=Bi

(3{) chqr

(6) qrT4

9. 3rfh+1q-{ t+q;T c.rf rca qf}rdqrqr

(3r) Ecuft Fier

(6) rrffi 3riqR

1()

u'a

(q) Fdqr

(6) 3flh6{€-a6rt

(s) diffrr

c3) (ts"R hqlr{
tXtc+ixil qrrr{ft liffi i-a aqn rtoqrff errfl qF{dd 3{B I

F) a+r {trr
G) 3(cr( rffifiur

rflTi dqT, iaiqr i#.rnci ktd rekfi cB+fi +fid F{H

(3r) Ts{{d

1+; r4< n'r+ri ffi

G) qtd-+ qls
(s) em

ar sqdld {.4
(q) +{r sBqr

(9 ef{ql

1ey rrt+ urns.nm Frff

6; me,r ale:r

.msrr{F{ri, ffid rff B+ 5.X<t sqfr eftq#--sT anrsrr+nft refi-d

ll

(s) a-ETfrq

(B) ERq rsT

qtrr+ f+r+r"rsri {@' mcr.q q1\Eff fddqgr 3fle

(o{}
G) Er{T

l

I

t 2. qrrerqi 3trt qrd{ c-+ sqdn }-€rd-6 .G

(q) 6fr
' G) 3rHr.

fl T.q nEtrr r{fq ]Irr6rqr Frq{ld 6q rrqrqr me+rq} qq"i,it sr}

(3r) qqq

(6) qlR

(ir) qI{+ 3rrflrq ftdt

(s) rsu iaqlrT

vox 16479 (Conrd.)
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14. Rria frcsrrrqr =- w{r{i fr}-fl flEfrdr drt& s{rghs g{Riff& drf,rffi qin
sc"{trr qrnqm qra++r qrg qf+a. l

(3r) efrR'qkr6 G) qFtE{t

Ctr) {*q cq {a
Rcsrard, Jq+ftqr ftc6 657a sqw At 3flFr miqrqfi-d 3rt-r set. I

(E) qr{i-6

1s; +ffim

t5

t6

(q) hdi

(s) Fdrtsc

(3r) Wrfi
(s) E{4r

(3r) 3ni? turft

(F') q(gt F-q{

6?r ccl*{q fiFr Fr€lqr mirii qrrraqi*m ds+JT 3fl8

(q) ftdr

G) ara

17. Ta{6Rr(rfi-{fr Ttiiq wrRuqrsr& eeffa qrc+i+r
qa.

(3r) ((d (s) 3uer

({) Eri qrdurnr F) qfrq

18. rrbzr €-dirr ffid frdra. fut {rro tsiq r{zr+fa rqrqr rrrqrit
rsrqfit :s vrfiTrd

(q) ffiflq (s) *a1Eq

. cfl (qrqr{ {{i Cs) qrd-{ iqur

19. 7-s g1++r qifr ftM 3fle

t+w< -eq,r gaftfa +B
1

(q) {Fsi-m (e) ffiflr€
5+y ri+-.,itrrs (g {+4fr

20. ririu f{sfrd durnff r{qr.qtr rw t<rs 4rzA +€r qqr ffiqq qrrarr rrlqm{ldr
3l(ilkl

m{@
I

I

(d) qrrFft 6{u[t

(B) +s{l{dR
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l. (3r)

(s)

2, (3i)

(c)

3. (3r)

F)
4. (3T)

F)
5. (3I)

(s)

ftqm-E
'tsr' Eurn 6rq ? qq srfu i-qr qlqdtd F{fi qFTr 12

frqr
q{rfrq {'@ dd-drcl,rTic* +4r +{rqr qrzal qqmri Xe onu on wtr ? t2

rqrfi-d qE (6rc) a4r-qr rEfri-r rFffr .rr+ re+ <rcsFi i E.I.r q< aitq sqrff €?{I{rr
E{i.saT+Ptr fa6$d +dt fli qeffi qirr 12

fr-{r

affir ffi frrrr.rrrq 3nqq +'+ +Jcqrfr qtFr h{s 6<rg ? t2

F{fl a-qT dn rrFriqr anirrnd{ s,{E zrsqrqr rzrrtirt aH +fi'd s'iT 3tlFr kdl 12

frsr
qfrq A-flqi Triil Frffi Mqq qlcor o +tre ? t2

crffir Bc',ft 3flFr mq ffi x-qiq HEc Frt t2

m'qr

urr+ frqq q{rqrrm roqi aq ? :rrqqr +rairq} rqi F6€ mrq ir i ? t2

fiq-Fftrdr rfi qi E ff( frfir,T q6.d{r 6nr r+ti r'+ Xrqrt €iifi-d 3rrdm ? l2

fr{r
Trafi 6q qatqrr{r} +tqf=qqq q+rq a,i +rrs ? t2

8vox-16479 (Conrd )
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M.Com. Semester-I (New) ExrminrtioD

SEII,VICE MARKETING AND CUSTOMER

(Relatior3hip Mr!ag.ft cnt)

Psper-102

'l'ime : Three Uours]

(h;rfr nur)
Ir*tr :- (l) *d Errm ae at r

(2) f4qrr 's' C zo srr ? fu{ q{ 20 3i6 e I

(3) F+Trrr h', i 60 d$ a, qfi sri tr{ qqr{ qs d r

f+qnr-q

++ ftc {c sr+ i {-fr fr6-cc gi .

i< dt la-frqor rff i r

(q) rgrqdr (s) Tff d 3rdlkrdr

1e) qk i qk i- l4-!ror (E+) Cs) E{rilr

2. +4r Bwrc Dr+l'r + 4

(3r) ffi, T.cK G srqR'

(O aqff, +'ffi qq EMR

AU-1541

JMaximum Marks : 80

<iq dr

l +fl.|if sr +ftfiq (r'ocus)

(s) {nc-ff +1 Jrf,{d

1+) qqR + f,dR-TdrE

1s1 r+*t
(o sfr+-5s

C{) qiqfr, ifsrqrft q4 srwrr

Cq aiqff. fr.{.r \,-i srqp
-rt,el

1e1 vw iifim
6s; ra+ a\er

.t scrq [tadt * rc t i-ar 3rf,rirm Frqirr sfhqr d {.d :FTf,r i r

fq) tfrR-6 ft-{toT

G) qk-3?gq

vox 36479 (Corrtd.)
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5 fuff $i tvr4 c{ tqr* + F{€R Fl
Er

(3r) {gerdlq

(6) E€-n-qr

6.

(s) e-Eetfi

(+)s-fi-s4f€

(3r) 3-drfi{trr4

1+) ddul qirr

+rsgr ? r

(3r) sBqr

(s) qli-4

q. q{HqlT }+ } Xur+ar S} 3lnrdq +

io'1 M ltx
(6) rrFF 3arqrt

t0
a

(3r) frqr

1+t athqr.an

(q) ;r{g{+

i+,t ni vrTfu"r ;ili
12 *Trad I rerccr w X<igrfu sq t +l$t

(3r) qqq

(s) qrfl

t<rr"t zfrrm * sq i or+i
1

+1 sqrF{d 6.fi i r

f{*q dq{{ 6r rarreT flu;r 6T g{raaq A I

(s) Fi''ffrr

(s) (t{qn-hc'rr
;ga r+l i qrrr fra-.r+ or ft-on tqn +-ri * ero vnfua B r 1

(g drai-d (tr(
(B) -€r< rrIrER

6crfl r4T{, t<r3rl i hqfq I Ra+a srck6 qlfrqr {i A.r-rd

G) cg-T.qr{

(9 dEfiq'rqr

G) qtfrfi Freq

G) RIr,I

1<) A-{r cBqr

1s; stdqr

Cs) {fr ss +
ir

(E) 6q

G) 3reIE

8

.T4flq a1i. ffi +i eiR uer<r 7.9 i rw m erffi a ErA i €'dfld
I

(s) ffiq
(E) ERt{ TerT

c+.fi E {rsfi 6r I@ HTcr-c q-sra fl"fqar *dr B r

vox i6479 t0 (Conrd.l
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ll

l5

l6

Fr tr< 3?rq + rra+) +1 Frq{-d x,q fli 4rA nr6+1 t rcr+ I r I

(sr) rrr+ rsqRor ffi
ffl FEU ftclTn

11. €EuM +
e ir6t sqEtrr rfltrra {drqr -r {*
1ay vfrB-nter+ 6; 'mffi
C6) qBiq G) {d

G) nE+, cFrFrdr flfr

G) Tr6s 3IEeTr

Rr i f{*m fla+ +1 vq-q-{qc q{ 3ngF;rs gmt + fri gdrdr

ir
(3D trfrr

(6) EErEc

(q) {ilff
(Er) EtT

(3r) t+Btld

(s) {rames

17. 3{,yftfq-df i spr $du gmr} * fti 6g-6 qra-a dt Ecurr ff T.ffi( frqr
srcrr t r t

(3r) F@ (E) qTer

1+) ff& 61 *< ati ariTr (s) sfrq

18. rrd"T rdiE f{6ifiT d ffiA e, qEi sc"irftr i-qr + d-qii t s-i-+1 q6-cdt d
d 1<< fuC<rt ? c+t ? r

(3r) qfrfr{oT F) qfErq-fl

CO ernqr.t F{:Tr (q cm{+qur

qifr ffi fl;r19. 7-S {Tqrr

Eqqr n, 3!+<r + fiq FffF sqrq ift ? 3rt( rqa + "6r$n "rdil
1

(q) qr(F6

(s)ffi+
rqu qql{{or qI EIrerI $qff E'Irrii + g} A I I

1e1 fl-or

cs) dlm

G) dfi3l{l€

61 {ffi
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20. rdu ffid di fr q'fl-{dr ftrd n'ft crfr ? t qe cei ffiqr q+t14 FG ff,}
rl'i ? t

iu1 on< d't i (d; tti't +€ B

14, raicl s1d4 lE) tC.qrE

t{qFr-s
t. (3r) +4r' i :*n +qr sf u ei ? Tq d?fl +qr + +s nr rat q-miEt 

r

qT|n
l:

(E)

2. (s)

(E)

3. (3r)

(s)

4. (q)

G)

s. (q)

(s)

E s d {roe s+4-{€rn3n i +Er +i + E6A frR i gre +nu +w i ? 12

en{-a sE Tflt rr6d +1 +t c;S 6a+ qtrff ? ra era +11}q r mqr e*trfl iqnaT q6.flr
fr& ffie fr "Trq 

,16 qleq i dort r t2

qqift

e$r ffi fr"ll"n +'i 3nc ++ q{qm-t str{ Err+ {t+ ? t2

kqr i-sr ERr s.nirqil i 3Trqrri qr g,{rs srdi qrA r.+l qr rqn ifla +t 3t{
Fr& r ll

qsFrt

qfea *r i 1-rt{.n l}rrrivr +T Eeequr qtv ++ +ti , ,a

Rr$-s Bqdi nqr Htq Mt rrs?r Hrc frfrt r t2

3ICrn

nrr+' 6q tqqiqrr+ qri ;sq1 ? sr"T * ci<ts t JffFr {6.q @r B ? 12

'erqruftrdr qn' l qffd frFFr .nilTflt Ri{ rfin q6 {si t refud B ? t2

qqql

fi{s dqq alqer{Fra +r flqf;q{+ gdpq ++ 6it ? 12.
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