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ENGLISH VERSION

Instruction : Figures to the right hand side of the questions indicate

marks.
1 (@) Explain meaning and factors affecting service 7
marketing.
OR
Discuss significance of customer relationship 7
management.
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(b) Discuss the specific characteristics of services. 4
OR
Discuss the conceptual concepts of CRM.
(© Discuss in short the methods of measuring 3

customer's satisfication.

OR
Explain significance of customer selection. 3
2 (a) Explain meaning and importance of Retailing. 7
OR
Explain nature of relating in context of Margin and 7
Turnover.
(b) Explain the factors responsible for the spread of 4

shopping Malls in India.
OR

Discuss the different formats of modern retailing.

(0 Explain Indian Retail chain scenario. 3
OR
Discuss margin free chains. 3

3 (@ Explain meaning and Significance of Rural marketing. 7

OR
Discuss the drivers of Rural marketing. 7
(b) Explain the challenges in delivering values in 4
Rural Marketing.
OR
Discuss the behavioristic segmentation of Rural 4
marketing.
(©0 Explain the special characteristics of Rural salesman. 3
OR
Discuss the direct channels of distribution in 3

Rural Market.
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4 (a) Define meaning and characteristics of case study. 7
OR
Discuss the objectives of case-study. 7
(b) Describe the sector strength of G.S.T.D.C.
OR
Explain guiding principles for effective case-study.
(©0 Explain the objectives of establishment of RUDI.

OR
Discuss the limitations of case-study. 3
5 Choose the correct options : 14
(1) According to ___a service 1is any act or

performance one party can offer to another that is
essentially intangible and does not result in to ownership
of anything.

(A) Philip Kotler (B) George Terry

(C) Willham Stanton (D) Paul E. Green

(2) Physiotherapy, Psychological advice, education etc services
fall in

(A) Pure services

(B) Hybrid goods

(C) Pure tangible goods
(D) Intangible product

(3) Services cannot be seen, tasted, felt, heard or smelt
before they are purchased. This phenomenon is called

(A) Intangibility (B) Inseparability
(C) Variability (D) Perishability
(4) Which one closely establishing and maintaing customer
relationship for a longer time
(A) Customer loyalty programme
B) C.RM.
(C) Relationship Marketing
(D) Advertise
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B) is not involved in study of customer
satisfaction index.
(A) A firm itself
(B) Government
(C) Independent agencies

(D) Firm's representatives.

(6) The term retailing has been derived from language.
(A) English (B) French
(C) Chinese (D) Latin

(7) According to retailing includes all the

activities involved in selling goods or services to the
final customers for personal or non-business use
(A) James (B) Philip Kotler
(C) Rudan (D) P. E. Green
(8) Which one is wrong ?
(A) Indian retail sector is growing fast
(B) Shopping Mall is modern version of traditional
retailing.
(C) Indian retail sector is limited to only Indian
Companies.
(D) Retail business creats employment.
9 is the latest format of retail business.
(A) Showrooms
(B) Departmental stores
(C) Multiplexes with shopping facility
(D) Darect selling
(10) American Company entered in the retail
business in India.
(A) Shoppers Stop (B) Pantaloon

(C) Walmart (D) Globus

(11) Rural India lives in around villages.
A 6,83,000 B) 8,38,000
(C) 6,38,000 D) 8,63,000
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(12) Which statement is not true ?
(A) 65% of total Indian population reside in rural areas
(B) 81 crore people live in villages
(C) There are 3,68,000 villages in India
(D) None of above

(13) company 1s actively involved in the highway
retail chain.
(A) Reliance (B) TATA
©) I10O.C. (D) Birla

(14) is not a behavioristic segmentation of rural
market.
(A) Occasions (B) Attitude
(C) Usage rate (D) Life-style.
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