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AU-1541
M.Com. Semester—I (New) Examination
SERVICE MARKETING AND CUSTOMER
(Relationship Management)
Paper—102
Time : Three Hours] [Maximum Marks : 80

N.B. :— (1) Atutempt Both the Sections.

(2) All the questions in Section ‘A’ arc Multiple Choice Questions carrying 1 mark
each and in Section "B’ carry equal marks i.e. 12 each.

SECTION—A

Answer the following questions by choosing the correct option from those given below

| 1s not the characteristic of services. I
(a) Intangibility (b) Inflexibility in Supply
(¢) Variation from person to person (d) Tangibility

2. _ y o and — are the pillars of service marketing
triangle., 1
(a) Company, products and market (b) Company, shareholders and market
(c) Company, employees and market (d) Company, distributors and market

3. Tocus of services is on _ |
(a) Material availability {(b) Time dependency
(c) Market fluctuation (d) Customer Expectations

4. measures simplify the process of building service aspirations among the
prospects, :
(a) Promotional {(b) Physical distribution
(c) Process-oriented (d) People-oriented

5. Expansion of a service to another location is known as distribution
strategy. 1
(a) Multisite (b) Multiproduct
{(¢) Multiservice (d) Mulusegment
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6. - is an example of direct marketing tool of sales promotion. I
(a) [Dxhibition (b) Lobbying
(¢) Symbols and Logos (d) Telemarketing

7. strategy involves tailoring capacity to match variations in demand. I
(a) Launching product (b) Synergetic
(¢) Chasing demand (d) Product Novation

8. focuses our attention on the actual procedurc adopted for generating
services. 1
(a) Process (b) Physical evidence
(c) Pecople (d) Place

9. Quality in banking services directly influences the of the bank. 1
{a) Market mix (b) Processing of services
(¢) Customer base (d) Image

10, - business is concerned with the guaranteeing compensation in the event of loss.
damage to property or death, ' 1
(a) Insurance (b) Medical
(¢c) Hospitality (d) Health Care

|1 ~ tourist segment’s main common interest is pilgrimage. I
(a) Adolescents ' (b) Children
(c) New Wed Couples (d) Old age

12. The consumers spending on health in India is predictably quite — . I
(a) Moderate (b) Low
(¢) Ihigh (d) Unclear

13. Major objective of . 1S to turn new customers into regularly purchasing
clients. |
(a) Customer retention policy (b) Customer awareness policy
(¢) Relationship marketing (d) Customer expectation
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4. At —  Tevel of relationship marketing seller calls the customer from time to time
with updates on improvement to make consumption more satisfying. H
(a) Reactive (b) Partnership
(¢) Proactive (d) Basic

15, At — marketing, closeness of the customer is lost and relationship becomes
distant. 1
(a) Personal (b) Mass
{¢) Special (d) Individual

16. The — rclationship relates with the environmental and health issues.
(a) Pink (b) Bluec
(c) Green (d) Red

17. Strategies aimed at improving relationship with suppliers is also reterred to as . —
marketing, [
(a) Straight (b) Forward
(¢) Reverse (d) Proactive

18, An intensive relationship can develop where customers assign considerable responsibility to

services for — — their needs. |
{a) Clarifying (b) Identifying
(¢) Satisfving (d) Nurturing

19. The 7-S framework is given by -, 1

(a) Mcdowell (b) Mcdonald
(¢) Mcdorald (d) Mckinsey

20. DPossibility of relationship developing can occur only where partiecs .~ 1o enter
into exchange transaction., : i
(a) Enjoy (b) Demand
(c) Mutually desirc (d) Disinterested
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SECTION—B

I.  (a) What do you mean by scrvices ? Distinguish between goods and services. [2
OR
(b) What are the main reasons for the growing share of the Service Sector in all major
cconomies of the world ? 12
2. (a) Explain how positioning distinguishes a brand from its customers and specify in short
how to develop an cffective positioning strategy. 12
OR
(b) How do you identify and select target market segment ? 12
3. (a) Focus and write on the factors influencing the behavioural profile of users of insurance
services. 12
OR
(by How do you ascertain quality control in tourism industry ? 12
4. (a) Explain classic market and special market relationships. 12
OR
(b) What is customer relationship management 7 What is its importance in today’s
arena 7 12
5. (a) How do thc various strategics described in the *Wheel of loyalty” relate to onc
another ? ) . 12
OR
(b) How to get customer relationship maagement implementation right ? 12
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