
2. (c1 dffid ffi t fic er rqri E ? sBqr qq
sTEri (Tools) eE4 d&q | 16

grql

Cq +4r Elrrr frax fr qRqFrT ffftc r +ar Ecurr
fiar i qr+ esa d&q r 16

(3r) ,TrCd + fqkiqr +4Eil + {qd n Ai ErA
q-{drdl T{ frMr t6

3ITET

CO qr.frc qfq+rw t qD+}qur i-qF 6r {6(?
rqse dfrq r t6

(:D Fq?uFr+ Eq'n +r qd, eEq q+{ qrfr *qsa

dlqc r rc

3lrqr

(E) Ir<;sL{s qt<F{-y(Fr t qrq Ecr srri e ?

E{+ Tfirt +1 qqi qflfrc r 16

(q) .1166 srl t qn wr Fra+ a ? TrEE q{i
c( s.{ra Erf,m qrd +} ere d1}\ r 16

lril[

(O sriqkr+ Ei-.sr f,r a ? s+ frsfftd Fr+ sr+
qr++H? ? t6

AQ-r27s A

M.Com. (Semester-I) EIaminatiotr
SERVICES MARKETING AND CUSTOMER

RELATIONSHIP MANAGEMENT
Paper-M.CoE-102

Time : Three Hours] [Max. Marks : 80

Note :-(l) Atternpt FM questions.

(2) All questions ca y equal marks.

(a) Diffelentiate between services and goods marketing

with suitable examples. t6
OR

(b) What are the sources ofdesied and adequate xwices

expectalions ? 16

(a) what do you mean by rnarket targeting ? Explain its

procedure and tools. 16

OR

O) Define service rnarketing mix. Bxplain the elem€nts

ofmarketing mix fot services. 16

(a) Focus on the emerging trends in medicare seryices

in the Indial perspective. 16

OR

(b) ExplaiD the significance ofbarking services in Indian

Economy. 16
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34 (a) What is Relationship Marketing ? Explain its nature

and scope. 16

OR

O) What do you mean by Relational Exchanges ? Discuss

their tlTes. 16

(a) What is Customer Selection ? Explain the factors

affecting customer selection. 16

OR

@) What is Relationship Strategy ? What are its
determinants ? 16

(3{) lrRTrd-m ffic fuqr r<qftr dr rrq Hcr

{qdFI{ Ff,TgI ZTFI, 16

ftqr

CE qr.drd-d qffi( qfHlur tqii !-rc!' Tqr.
6{T. 16

(3r) {s!-ri{s Eq'rn E!r} Frc ? ftA F{6c qrFr

qfr Tqsa qc 16

ffi?r

(E) R.itllaqs s[ {-[qrflcrq1 qrltrns 6rq i[{s}q
ffi ? iqtqr y+nt* qqi +n 16

(q) Trafi tir{s qqt orq ? flaqiiqT Fr{*{{ vr{lE
qrdurt qzF tgrc F(t 16

ffisr

Cs) lic'flrtrfi Eacqrr r6ori F,rc ? icrdT ftqftd
rrqt qa+ ffi ? 16

(H rrar)
(fir :-(l) fq vrq Ed +lliq r

(2) Ffr crn i d+ qqn ilr
(q) +sr 3lf{ aq (Service and Goods) + trq!'rr }

+q etm ? qlsr6{oT rqc. +1Rc L 16

ffiifi
1e1 EFdd o1-( cR,.$ t-crSi +t s*fr + +d

+1a-+tr t I ? t6

45

5

I

(c-<r& qtaq)
(*tt:-(t) ffifr qrq sgr +ssT.

(2) F4 g?Till (qr{ Xur qrtsd

(O t4r qrFr 4q ffim FCr +rq
€lsz 6TI

g<r6(IRt6

t6

ffiqr

Cs) EE6d qrfrr gtwr +4rqr qqfrii Fid RmqA(. rc
2. (q) d#d ffi qrqn snqvnfr F'rq rFof q ffi ?

iffiff eBqr 3nft vrqi rcq 6tr 16

Gisr

tq +qr Rcqn fra-ff qrqr or, t-sr Bcurt frrrqT
q.Fifr (qs. 6( 16
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