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Please check whether you have got the right question paper.
N.B: 1. All questions are compulsory.

2. Figures to the right indicate full marks.

3. Students answering in the regional language should refer in case of doubt
to the main text of the paper in English.

Q1A | Multiple Choice Questions (Any Ten out of Twelve) 10
1. Is a type of economic activity that is intangible, is not stored and does not result in
ownership.
(Service, Business, Entertainment, Education)
2.| Service consumers will have experiences but not
A) -ownership b) possession c) claim d) right
3. Olx.com and quicker.com are the examples Of------=-=------ :
(Online Classified Platforms, Digital Marketplaces, E-commerce \Websites, ‘Internet-based
Classifieds)
4. __ . isatype of economic activity that is intangible, is not stored, and does not result in
ownership.
A) Goods b) Service c) Product d) Brands
5. Services .............. be stored for future sale.
( Can, cannot , should)
6. Services do not have material form and therefore they are.................
(Inseparable, inconsistent, -intangible)
7. | i, offers several brands across a single product category..
(Multi brand outlet, Single brand outlets, BPQO)
8. a mall refers to allotting floors on the basis of category.
(Positioning, Advertising, Zoning)
9 is a business management software that a company can use to collect, store manage and
interpret data.
(ERP, KPQO, BPO)
10. | E-Commerce permits reach
(Local,  regional, global)
11. In e-commerce there iS.....ccououuvviieioniesdiinesnanans investments on the part of the seller.
(‘Lower, higher, no)
12. India's E-commerce market is mainly dominated by .........cccocvvviiiiiiiniinannnne, areas.
(Rural, urban, agriculture)
Q1B | State whether the following statements are true or false: (Any Ten) 10
1 Service performance may differ from one service provider to the other
2 Marketing research has no significance in service development.
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In services marketing there is a need for interaction between the service provider and thecustomer.

The unorganised retailing has to bear high operating costs.

In retail sector heavy investments have been made by corporates such as Tata and Birla

Departmental Store is a form of non Store format

LPO involves Outsourcing of legal work

There is no difference between credit card and debit card

Indian Insurance sector includes private insurance firms also.

In online shopping, customer can make payment only by internet banking.

C2C is a type of e-commerce ,where customers sells to another customer through thelnrernet.

Indian firms do not face any issues with reference to transition to e-commerce.

Answer ANY TWO of the following

15

Distinguish between organized retailing and unorganized retailing.

Describe the guidelines for store planning with reference to design and layout.

.| What are the challenges faced by retail sector in India.

Answer ANY TWO of the following

15

Define service. Describe its classification.

Explain the elements of marketing mix for services.

Explain the Strategies for managing capacity and demand

Answer ANY TWO of the following

15

.| What is KPO? Explain its merits.

Explain advantages and disadvantages of debit card.

Describe various elements of logistics network

Answer ANY TWO of the following

15

.| What is E-commerce? Explain its features.

Explain Business to Consumer (B2C) model of e-commerce in detail.

Explain advantages of online marketing research

Write short notes on ANY FOUR of the following:

20

Customer Expectations of services

Challenges in the service sector

Retail Franchising

BPO

Internet Banking

ov(.n-hooml—\,o

Business to Business (B2B) transactions
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FUAT TFETAT Td HUAT FITRT 318 Ft 71 U faaru= e a1,
e
1. 94 UYITST SR STaRTD 3%
2. IoTTaT fiesquIR st Jadd! g,
Q1A | TR fas vy (@RT 99 Hivrds! <8N 10
1 ? U USRA! e IupH 3[R gy, HeIRd AT 3Tg, 3for
TTHaTd Uikomd gid -ral.
(a1, AR, TR, R1efon
2 | a1 IuYIFIHT 3{gHd gl U ERGIGH
0) Wit §) Tggd 9) a1 ) 8P
3. Olx.com 3TfUT quicker.com - . o IETEXUT 3Tgd. (TS ?ﬂm WCHIR,
fSfoTed SR, 3-PIHY JaTsey, Se-e-3Nuiid
4. 2 U USHRA! 3D IUHH 38 ST Sy, YR TIae 3ie, 3for
TIPeT GfRoTH i el
U) ¥ §) a1 §) WIsTT ) Sy
5. | Yfowardie fawlesiar, Jdin Irer
(3= T, 3= Wehd ATE), Hell Uiiew)
6. | Qg wmHiie U 3T e A 3fTad.
(AU, BRI T, )
7. foha1 dis TepT IdTe AU fafdel SIgY Tgd ddl. (Hee! 58 fT3cle,
8. Top] HTerHE HOTTaR Hel <uamar HigRUI U,
9 8 U $U-l gel Wied, 344, TR AU drEIge U3 Udhd Hd
TGS HTRITTT Td3R 38,
RYY, Hated, didiai)
10. | S-prag T g <.
(%, &f®, af¥e)
11, | 3-praaHe [dorra fdar fagsaren IHIM 3Tg.
CLIRSIESASIE))
12. | YRATN 3-BTAY ST9IR T PEISTICICIGINCITS
(TTd, TER, P
Q1B | WIelid a1 T T 3 3iTed & HITT: (P ITdT8! &al) 10
1 U] aT RABTGRIVE GUATA Jad] BIHRT GTes] 3R Xahd.
2- | Aar foeramed, fauue Rie-T $leid Aed A9d
3 | YT fquuETHed, Y41 RASIGR SHT0 UTgdh Fi=arqed Hdlg TRl 3l
4 | rudid fhdies SUTURTY, Crife HIHBISIET SIRATEl W Ig- hR1dl dNTal.
5 | fpdpI® UR &AH, el d [NAMRE HIUReH-! YRUR dque dac 3Te
6 | [auriid g™ & GHHIRIER fde s UTUR Ugdial UhR 318
7 | LPO U HIOcIddd HIH dTex HRUINIS! fad ofrd
8 | relc ®IS 9 Sfac HIeHE BTelal B® ATal.
9 | YRty four e, Trerh four SIS gAY glal
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10 | 3 SITHE, T Thad Sec Siep TedT ATeHHI U9 31al Phi= YdhdTd
11 | 3-PIHYAT C2C UHRMEL, Sex-cll YA T6H SR U8 -1 Al [ddhdrd
12 | 3-pIU GhHUMHEN, YRR SERTHT HI0TdTe! 3ISTuiT Gk S anTd Alet
Q2 | Wreai®! SV S IR & 15
1 TYcId foidh e AR T UId [hhies IR ATdid B oral.
2 | gpM FareHTe, SR g Sfdiid Ya-e i ANIGRI® daid quid &l
3 WA [PRepI5 & HIUAT TG HHR Sd ARTA?
Q3 | Weau®! HIUE 9 IR &l 15
1 | Q< e =1, T aifeRume guld 1]
2 | Od=a1 fauuH fisma ges Wy B
3 | Yodl &9dl d RV AU HRUMNTE 1 g1 TF o]
Q4 | Wreais! SR S IR &l 15
1 KPO T8UTS HTa? I IS WY F.
2 | Sfde ®rsid e d dic WY &Y
3 | AiiviRead Heded fafdy g I
Q5 | WIeNaud! SV e IR ol 15
1 | S-pHY TUS BT IR IR Wy B
2 | 3-PIAYA HGUN d U8 (B2C) THAT T/l W B
2 | AR [JUuH IMYETR BRIe WY 6.
Q6 | WIeiai®] SIva? IR chsuiaR Haqyu! feuruar firet: 20
1 | Yd9ec UTghial SUal
2 | a1 &Fd |
3 | yfafefiAmnhd fevepies R
4 | BPO
5 [ Zeqe st
6 | gaU™d o AIU (B2B) IR
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