AD-4046

M.Com. Part-I (Semester—I) (CBCS) Examination
SERVICES MARKETING & CUSTOMERS RELATIONSHIP MANAGEMENT

Time : Three Hours] [Maximum Marks : 80
Note :— (1) Tt 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 _____ isa 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
(¢) 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

(¢) Top management involvement (d) Employee and customer involvement
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10.

I1.

12.

13.

14.

15.

16.

17.

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

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

Venture capital organized in :

(a) 1995 (b) 1954

(c) 1952 (d) 1950

Sick unit to make them profitable is called :

(a) Turn around (b) Buyout

(c) Bridge (d) None of these

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

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

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

(a) Customer conversion (b) Customer retention

(c) Dissatisfied customers (d) Satisfied customers

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

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
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

Emerging profession (d) Marginal profession

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

(a)
(b)
(©
(d)

Management is a goal-oriented process
Management is a continuous process
Management is a dynamic process

Management is a rigid process

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

(a)
(©

I. A

B)
2. (A

(B)
3. (A)

B)
4. (A

B)
5. (A

B)
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Integrating various interest groups (b) Developing society
Disciplining employees (d) Inculcating creativity 20
GROUP—B
What is service marketing ? Discuss features and types of service marketing. 12
OR

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

What is the service marketing mix ? Explain the 7Ps of service marketing. 12
OR

Explain the marketing mix concept with-a suitable example. 12

Write down three examples for marketing financial services. 12
OR

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

Explain types of relational exchanges with examples. 12
OR

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

Explain the Customer Selection Process. Which factor are affecting the Customers Selection

Process ? Discuss. 12
OR

How can internal and external relationships in services marketing enhanced ? 12
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