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AD–4046

M.Com. Part–I (Semester–I) (CBCS) Examination

SERVICES MARKETING & CUSTOMERS RELATIONSHIP MANAGEMENT

Time : Three Hours] [Maximum Marks : 80

Note :— (1) It is mandatory to solve all the questions in Group-A.

(2) It is mandatory to solve (A) or (B) in every question in Group B.

GROUP—A

1. Distinct characteristics of services is :

(a) Intangible (b) Inseparability

(c) Variability (d) Perishability

2. A ______ is a form of product that consists of activities, benefits or satisfaction offered for sale

that is essentially intangible and does not result in the ownership of anything.

(a) Service (b) Demand

(c) Need (d) Physical object

3. All of the following are examples of service except :

(a) Banking (b) Hotels and motels

(c) Tax preparation (d) Computer software

4. The services a customer expects are called ______ services package.

(a) Expected (b) Augmented

(c) Primary (d) Secondary

5. ______ gives discretion to front-line personnel to meet the needs of consumer's creatively.

(a) Empowerment (b) Enfranchisement

(c) Service passion (d) Service climate

6. As part of internal marketing strategy, company takes up :

(a) Performance appraisal (b) Training the employees

(c) Assigning more responsibilities (d) Transferring the employees

7. The service quality is determined on the basis of :

(a) Employee involvement (b) Customer involvement

(c) Top management involvement (d) Employee and customer involvement
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8. Services marketing is important in today's context because it :

(a) Generates more customers (b) Generates more GDP

(c) Generates more jobs (d) Generates more jobs and GDP

9. The world's largest industry in the private sector and highest projected generator of jobs is :

(a) The hospitality industry (b) Health services

(c) Professional services (d) Business services

10. Venture capital organized in :

(a) 1995 (b) 1954

(c) 1952 (d) 1950

11. Sick unit to make them profitable is called :

(a) Turn around (b) Buyout

(c) Bridge (d) None of these

12. Focusing the firms marketing efforts  towards the existing customer base is called :

(a) Excellent customer service (b) Conquest retention

(c) Customer retention (d) Courteous retention

13. Percentage or number of customers who move from one level to next level in buying decision
process is called :

(a) Loyalty rates (b) Shopping rates

(c) Conversion rates (d) Marketing rates

14. Company's 'customer relationship capital' is another name of :

(a) Customer conversion (b) Customer retention

(c) Dissatisfied customers (d) Satisfied customers

15. A person's ______ are all the groups that have a direct or indirect influence on their attitudes or
behaviour.

(a) Reference groups (b) Dissociative groups

(c) Inspirational groups (d) None of the above

16. In the buyer decision process, the percentage of potential customers in a given target market is
called :

(a) Company funnel (b) Customer funnel

(c) Retailers funnel (d) Marketing funnel

17. Management is not :

(a) Applied science (b) Pure science

(c) Art (d) Art and science both
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18. In which category does management fall ?

(a) Well-established profession (b) Semi-profession

(c) Emerging profession (d) Marginal profession

19. Which one of the following statements is not correct ?

(a) Management is a goal-oriented process

(b) Management is a continuous process

(c) Management is a dynamic process

(d) Management is a rigid process

20. Which one of the following is not important for management ?

(a) Integrating various interest groups (b) Developing society

(c) Disciplining employees (d) Inculcating creativity 20

GROUP—B

1. (A) What is service marketing ? Discuss features and types of service marketing. 12

OR

(B) Explain the meaning of service marketing. Give suitable examples regarding services. 12

2. (A) What is the service marketing mix ? Explain the 7Ps of service marketing. 12

OR

(B) Explain the marketing mix concept with a suitable example. 12

3. (A) Write down three examples for marketing financial services. 12

OR

(B) Explain the marketing of hospitality services with an appropriate example. 12

4. (A) Explain types of relational exchanges with examples. 12

OR

(B) Define Customer Relationship Marketing. Explain the nature and scope of CRM. 12

5. (A) Explain the Customer Selection Process. Which factor are affecting the Customers Selection

Process ? Discuss. 12

OR

(B) How can internal and external relationships in services marketing enhanced ? 12
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¼ejkBh ek/;e½

lwpuk :— (1) foHkkx v e/khy loZ iz’u lksMfo.ks vfuok;Z vkgs-

(2) foHkkx c e/khy izR;sd iz’uke/khy ¼v½ fdaok ¼c½ lksMfo.ks vfuok;Z vkgs-

foHkkx—v

1. lsokaph osxGh oSf’k"Vîs Eg.kts ------------ \

(v) vewrZ (c) vfoHkkT;rk

(d) ifjorZu’khyrk (M) uk’koari.kk

2. --------------------- foØhlkBh vkWQj dsysys fØ;kdyki] Qk;ns fdaok lek/kku ;kapk lekos’k vlysY;k
mRiknukpk ,d izdkj ewyr% vewrZ vkgs vkf.k R;kpk ifj.kke d’kkphgh ekydh gksr ukgh \

(v) lsok (c) ekx.kh

(d) xjt (M) HkkSfrd oLrw

3. [kkyhyiSdh loZ lsosph mnkgj.ks oxGrk -----------------

(v) c¡fdax (c) gkWVsYl vkf.k eksVsYl

(d) dj r;kjh (M) lax.kd vkKkoyh

4. xzkgdkyk visf{kr vlysY;k lsokauk -------------- lsok iWdst Eg.krkr \

(v) visf{kr (c) laof/kZr

(d) izkFkfed (M) nq¸;e

5. ------------- xzkgdkaP;k xjtk dYidrsus iw.kZ dj.;klkBh ÝaV&ykbu deZpkÚ;kauk nqjn’khZi.kk nsrs-

(v) l{kehdj.k (c) Lokra=;

(d) lsosph vkoM (M) lsok okrkoj.k

6. varxZr foi.ku /kksj.kkpk Hkkx Eg.kwu] daiuh ?ksrs -----------

(v) dkefxjhps ewY;kadu (c) deZpkÚ;kauk izf’k{k.k ns.ks

(d) vf/kd tckcnkÚ;k lksio.ks (M) deZpkÚ;kaP;k cnY;k dj.ks

7. lsospk ntkZ ;k vk/kkjkoj fuf’pr dsyk tkrks --------------

(v) deZpkÚ;kapk lgHkkx (c) xzkgdkapk lgHkkx

(d) ’kh"kZ O;oLFkkiu lgHkkx (M) deZpkjh vkf.k xzkgdkapk lgHkkx

8. vktP;k lanHkkZr lsok foi.ku egRokps vkgs] dkj.k rs -----

(v) vf/kd xzkgd fuekZ.k djrks- (c) vf/kd GDP mRiUu djrs-

(d) vf/kd jkstxkj fufeZrh- (M) vf/kd uksdÚ;k vkf.k GDP fuekZ.k djrs-
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9. [kktxh {ks=krhy txkrhy lokZr m|ksx vkf.k uksdÚ;kaps lokZf/kd vuqekfur jkstxkj fuehZrh

----------- vkgs-

(v) vkfrF; m|ksx (c) vkjksX; lsok

(d) O;kolkf;d lsok (M) O;olk; lsok

10. m|e HkkaMoykps la?kVu ------------- dsys xsys-

(v) 1995 (c) 1954

(d) 1952 (M) 1950

11. vktkjh ;qfuV T;keqGs Qk;|ke/;s ;srkr- R;kyk ------------- gs Eg.krkr-

(v) iwoZfLFkrh (c) ck; vkWmV

(d) iwy (M) ;kiSdh ukgh

12. l/;kP;k xzkgd vk/kkjkdMs daiU;kaP;k foi.ku iz;Rukaoj y{k dsafnzr dj.ks Eg.krkr %

(v) mRÑ"V xzkgd lsok (c) fot; /kkj.kk

(d) xzkgd /kkj.kk (M) fouez /kkj.kk

13. [kjsnh fu.kZ; izfØ;sr ,dk Lrjko:u iq<P;k Lrjkoj tk.kkÚ;k xzkgdkaph VDdsokjh fdaok la[;k

Eg.krkr %

(v) ykW;YVh nj (c) [kjsnh nj

(d) :ikarj.k nj (M) foi.ku nj

14. ^daiuhps xzkgd laca/k HkkaMoy* gs ------------------- ps nqljs uko vkgs-

(v) xzkgd :ikarj.k (c) xzkgd /kkj.kk

(d) vlek/kkuh xzkgd (M) lek/kkuh xzkgd

15. ,[kk|k O;fDrps --------------- gs loZ xV vkgsr T;kapk R;kaP;k o‘Ùkh fdaok orZukoj izR;{k fdaok vizR;{k

izHkko iMrks-

(v) lanHkZ xV (c) fo?kVu xV

(d) izsj.kknk;h xV (M) ojhyiSdh dks.krsgh ukgh

16. [kjsnhnkj fu.kZ; izfØ;sr] fnysY;k y{; cktkjkrhy laHkkO; xzkgdkaP;k VDdsokjhyk ---------- Eg.krkr-

(v) daiuh vkdMsokjh (c) xzkgd vkdMsokjh

(d) fdjdksG foØsrs vkdMsokjh (M) foi.ku vkdMsokjh

17. O;oLFkkiu ---------------- ;kr ;sr ukgh-

(v) mi;ksftr foKku (c) ’kq) foKku

(d) dyk (M) dyk vkf.k foKku nksUgh

18. O;oLFkkiu dks.kR;k Js.khr eksMrs \

(v) lqLFkkfir O;olk; (c) v/kZ&O;olk;

(d) mn;ksUeq[k O;olk; (M) lhekar O;olk;
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(19. [kkyhyiSdh dks.krs fo/kku cjkscj ukgh \

(v) O;oLFkkiu gh /;s;kfHkeq[k izfØ;k vkgs (c) O;oLFkkiu gh fujarj izfØ;k vkgs

(d) O;oLFkkiu gh ,d xfreku izfØ;k vkgs (M) O;oLFkkiu gh ,d tVhy izfØ;k vkgs

20. O;oLFkkiuklkBh [kkyhyiSdh dks.krs egRokps ukgh \

(v) fofo/k LokjL; xVkaps ,d=hdj.k dj.ks (c) fodlu’khy lekt

(d) deZpkÚ;kauk f’kLr yko.ks (M) ltZu’khyrk ok<o.k s 20

foHkkx—c

1. (v) lsok foi.ku Eg.kts dk; \ lsok foi.kukph oSf’k"Vîs vkf.k izdkjkaoj ppkZ djk- 12

fdaok

(c) lsok foi.kukpk vFkZ lkaxk- lsosps lq;ksX; mnkgj.ks |k- 12

2. (v) lsok foi.ku feJ.k dk; vkgs \ lsok foi.kukps 7Ps Li"V djk- 12

fdaok

(c) ekdsZfVax feDl ladYiuk ;ksX; mnkgj.kklg Li"V djk- 12

3. (v) foi.ku foÙkh; lsokalkBh rhu mnkgj.ks fygk- 12

fdaok

(c) vknjkfrF; lsokaps foi.ku ;ksX; mnkgj.kklg Li"V djk- 12

4. (v) laca/kkRed fouhe;kps izdkj mnkjg.kklg Li"V djk- 12

fdaok

(c) xzkgd laca/k foi.ku ifjHkkf"kr djk- CRM ps Lo:i vkf.k O;kIrh Li"V djk- 12

5. (v) xzkgd fuoM izfØ;k Li"V djk- xzkgd fuoM izfØ;soj dks.krs ?kVd ifj.kke djr vkgsr ppkZ
djk- 12

fdaok

(c) lsok foi.kuke/;s varxZr vkf.k cká laca/k dls ck<ork ;srhy ppkZ djk- 12
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¼fgUnh ek/;e½

lwpuk :— (1) foHkkx v esa lHkh iz’uksa dks gy djuk vfuok;Z gSaA

(2) foHkkx c esa gj iz’u esa ¼v½ vFkok ¼c½ dks gy djuk vfuok;Z gSA

foHkkx—v

1. lsokvksa dh fof’k"V fo’ks"krk,a ------- gSaA

(v) vewrZ (c) vfo;ksT;rk

(d) ifjorZu’khyrk (M) Hkaxqjrk

2. --------------------- D;k mRikn dk ,d :i gS ftlesa fcØh ds fy, is’k dh tkus okyh xfrfofèk;k¡]  ykHk
rFkk larqf"V ’kkfey gS tks vfuok;Z :i ls vewrZ gS vkSj blds ifj.kkeLo:i fdlh pht+ dk LokfeRo
ugha gS \

(v) lsok (c) ekax

(d) pkfg, (M) HkkSfrd oLrq

3. fuEufyf[kr esa ls lHkh lsok ds mnkgj.k gSa flok; ------------

(v) cSafdax (c) gksVy vkSj eksVy

(d) dj rS;kjh (M) daI;wVj lkW¶Vos;j

4. xzkgd ftu lsokvksa dh vis{kk djrk gS] mls --------------- lsok iSdst dgk tkrk gS \

(v) visf{kr (c) laof/kZr

(d) izkFkfed (M) ek/;fed

5. --------- miHkksDrk dh jpukRed t:jrksa dks iwjk djus ds fy, ÝaV&ykbu dfeZ;ksa dks foosd nsrk gSA

(v) vf/kdkfjrk (c) erkf/kdkj

(d) lsok dk tquwu (M) lsok dk ekgkSy

6. vkarfjd foi.ku j.kuhfr ds fgLls ds :i esa] daiuh nsrh gS %

(v) izn’kZu ewY;kadu (c) deZpkfj;ksa dks izf’k{k.k nsuk

(d) vf/kd mÙkjnkf;Ro lkSaiuk (M) deZpkfj;ksa dk LFkkukarj.k djuk

7. lsok dh xq.koÙkk ------------ ds vk/kkj ij fu/kkZfjr dh tkrh gSA

(v) deZpkjh dh Hkkxhnkjh (c) xzkgd Hkkxhnkjh

(d) ’kh"kZ izca/ku dh Hkkxhnkjh (M) deZpkjh vkSj xzkgd dh Hkkxhnkjh

8. lsok foi.ku vkt ds lanHkZ esa egRoiw.kZ gS D;ksafd ;g %

(v) vf/kd xzkgd mRiUu djrk gS

(c) vf/kd thMhih mRiUu djrk gS

(d) vf/kd jkstxkj l‘ftr djrk gS

(M) vf/kd jkstxkj vkSj lQy ?kjsyw mRikn mRiUu djrk gS
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9. futh {ks= esa nqfu;k dk lcls cM+k m|ksx vkSj ukSdfj;ksa dk mPpre vuqekfur jkstxkj fuekZ.k

---------- gSA

(v) vkfrF; m|ksx (c) LokLF; lsok,a

(d) is’ksoj lsok,a (M) O;kikj lsok,a

10. csapj dSfiVy dk vk;kstu ---------------- esa fd;k x;kA

(v) 1995 (c) 1954

(d) 1952 (M) 1950

11. chekj bdkbZ dks YkkHknk;d cukus ds fy, mls ----------- dgk tkrk gSA

(v) iqjkuh fLFkfr (c) ck;vkmV

(d) fczt (M) buesa ls dksbZ ugha

12. ekStwnk xzkgd vk/kkj dh vksj Qeks± ds foi.ku iz;klksa ij /;ku dsafnzr djuk dgk tkrk gS %

(v) mRÑ"V xzkgd lsok (c) fot; izfr/kkj.k

(d) xzkgd izfr/kkj.k (M) fouez izfr/kkj.k

13. de fu.kZ; izfØ;k esa ,d Lrj ls vxys Lrj rd tkus okys xzkgdksa dk izfr’kr ;k la[;k dgykrh

gSA

(v) ykW;YVh jsV (c) ’kkWfiax jsV

(d) :ikarj.k jsV (M) foi.ku jsV

14. ^daiuh dh ^xzkgd laca/k iw¡th* --------------- dk nwljk uke gSA

(v) xzkgd :ikarj.k (c) xzkgd izfr/kkj.k

(d) vlarq"V xzkgd (M) larq"V xzkgd

15. ,d O;fDr ds --------------------------- os lHkh lewg gSa ftudk muds n‘f"Vdks.k ;k O;ogkj izR;{k ;k

vizR;{k izHkko iM+rk gSA

(v) lanHkZ lewg (c) fo?kVudkjh lewg

(d) izsjd lewg (M) mijksDr esa ls dksbZ ugha

16. Øsrk fu.kZ; izfØ;k es a] fdlh fn, x, y{; cktkj es a laHkkfor xzkgdks a ds izfr’kr dks

-------------- dgk tkrk gSA

(v) daiuh vkdMs (c) xzkgd vkdMs

(d) fjVyj vkdMs (M) ekdsZfVax vkdMs

17. izca/ku -------------- ykxw ugha gSA

(v) ykxw foKku (c) ’kq) foKku

(d) dyk (M) dyk vkSj foKku nksuksa

18. izca/ku fdl Js.kh esa vkrk gS \

(v) vPNh rjg ls LFkkfir is’kk (c) v/kZ&is’kk

(d) mHkjrk gqvk is’kk (M) lhekar is’kk
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19. fuEufyf[kr esa ls dkSulk dFku lgh ugha gS \

(v) izca/ku ,d y{;&mUeq[k izfØ;k gS (c) izca/ku ,d fujarj izfØ;k gS

(d) izca/ku ,d xfr’khy izfØ;k gS (M) izca/ku ,d tfVy izfØ;k gS

20. fuEufyf[kr esa ls dkSu&lk izca/ku ds fy, egRoiw.kZ ugha gS \

(v) fofHkUu fgr lewgksa dk ,dhdj.k (c) fodlu’khy lekt

(d) deZpkfj;ksa dks vuq’kkflr djuk (M) jpukRedrk dks c<kuk 20

foHkkx—c

1. (v) lfoZl ekdsZfVax D;k gS \ lsok foi.ku dh fo’ks"krkvksa vkSj izdkjksa ij ppkZ djsaA 12

vFkok

(c) lfoZl ekdsZfVax dk vFkZ crk,a \ lsok ds lEcU/k esa mi;qä mnkgj.k nhft,A 12

2. (v) lfoZl ekdsZfVax feDl D;k gS \ lfoZl ekdsZfVax ds 7Ps dks Li"V dhft;sA 12

vFkok

(c) mi;qDr mnkgj.k ds lkFk ekdsZfVax feDl dkWUlsIV dh O;k[;k djsaA 12

3. (v) foÙkh; lsokvksa ds foi.ku ds fy, rhu mnkgj.k fy[ksaA 12

vFkok

(c) mi;qDr mnkgj.k ds lkFk vkfrF; lsokvksa ds foi.ku dh O;k[;k djsa \ 12

4. (v) mnkgj.k ds lkFk laca/kkRed fofue; vknku&iznku ds izdkjksa dks Li"V djsaA 12

vFkok

(c) xzkgd laca/k foi.ku dks ifjHkkf"kr dhft,A lhvkj,e dh izÑfr vkSj dk;Z{ks= dks Li"V
djsaA 12

5. (v) xzkgd p;u izfØ;k dh O;k[;k djsaA xzkgd p;u izfØ;k dks dkSuls dkjd izHkkfor dj jgs
g S a \ 12

vFkok

(c) lsokvksa ds foi.ku esa vkarfjd vkSj cká laca/kksa dks dSls c<+k;k tk ldrk gS \ bldh foLrkj
ls ppkZ djsaA 12


