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

Q.1 A Select the most appropriate answer from the option given below (Any 10
Ten)

1. Service consumers will have experiences but not
a) ownership b) possession ¢) claim d) right

2. decisions are significant in determining the value for the
customer and play a role in building an image for the service.

a) Place b) Pricing ¢) Promotion d) Product

3. of the Indian economy has opened up opportunities for private
parties in the services sector.

a) Liberalisation b) Gloablisation c) Privatisation d) Modernisation
4. In India organized retail is largely an phenomenon.
a) rural b) urban c) universal d) national

5. involves direct personal presentation, demonstration, and sale of
products and services to consumers, usually in their homes or at their
workplaces.

a) Direct marketing b) Electronic retailing ¢) Direct selling d) Mail order
retailing

6. The paradigm shift in the retail sector due to the entry of giant
made it competitive.

a) TNCs b) businesses ¢) MNCs d) corporations

7. involves delegation of internal business process to an outside
service provider who owns, administers, and manages it according to pre-
decided parameters.

a) BPOs b) KPOs ¢) LPOs d) Outsourcing

8. cards can be dangerous for individuals who are not good at
budgeting.

a) Debit b) Credit ¢) Smart d) ATM

9. The Indian sector faces a number of challenges, mainly on
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account of infrastructural problems.
a) retail b) service c) logistics d) agriculture

10. means comprehensiveness or it makes anything available
anywhere or at any time.

a) Ubiquity b) Global reach c¢) Universal d) Customisation
11. is an example of a portal.
a) Amazon b) eBay c) Yahoo d) Facebook

12. means any activity conducted over the wireless network through
mobile devices.

a) E-Commerce b) M-commerce c) E-Business d) E-Trading

B. State whether the following statements are True or False (Any Ten) 10
1. Itis very easy to make each service experience identical.
2. The Services Sector contributes the most to the Indian GDP

3. The core product is the area that enables one product to be differentiated
from another.

4. The Competition has improved the efficiency of the firms.
Organized retailing, refers to the traditional formats of low-cost retailing.

6. Retailer has to place more emphasis on the visual display,
merchandising, lighting, signage, and specialized props.

7. The store must be planned from the viewpoint of the customers who
would patronize the store.

8. The mall focuses on enhancing the overall experience and the Retailer
focuses on delivering a good variety of products.

9. Logistics brings private funds from overseas into products or services.

10. The fundamental advantage of ERP is integrating myriad business
processes, which saves time and expense.

11. A debit card can be used as an alternative payment method to cash while
making purchases.

12. Warehousing is concerned with maintaining enough inventories to meet
customer requirements

Q.2 Answer the following questions (Any Two) 15
1. Explain different elements of the marketing mix.
2. Distinguish between products and services.

3. Discuss various principles of service marketing
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Answer the following questions (Any Two) 15
1. Suggest survival strategies for unorganized retailing.

2. Explain different types of store formats.

3. Discuss the advantages of allowing FDI in retailing.

Answer the following questions (Any Two) 15
1. Discuss the advantages and limitations of ATM.
2. What is LPO? Explain methods of LPO.

3. What is networking? Explain the challenges of networking.

Answer the following questions (Any Two) 15
1. What is E-Commerce? Explain its characteristics.

2. Discuss the tools and techniques of Business to Business (B2B) E-
Commerce.

3. Discuss factors responsible for the growth of E-Commerce in India.

Write notes on Any Four out of Six. 20
The Service Development Cycle.

Organised retailing

Retail Franchising

KPO

The logistics sector in India

o 0 A~ win P

Online Marketing Research

[dc5: 3 dTd| [EIUT;QOO]
hIAT JHETAT AT GRA IR {AGTE 318 T o U,

I ¢, {d 9T 3fAard 31med.

R 3STdIehslel 3Tehs YUT J[0T &eTadldl.
3. ITC I AN 3aR GUTT=aT faearedistT Qe 3reard
UIREAT HET HSTGRTdT SUSTHEY Hesl ST,
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9.2 37 el [Goledr [T I af 93T fAgsr. (FIuragr ¢o) 10

1) QT ATEHT=AT 33T S, 90T =T,

31) AT &) dTell &) GTdT ) 31TUhR

2) oo amgshard) Hed Sauarard! Hgeaqet
T 30T AAATS! FTTAT TIR 0T $fHRT TSI
37) ST &) foh# &) SATTRRI 5) ScdTee

3) AR e dTAT o TaT ST @rerel
TETETST HEfT o shedT 3o .

31) 3ERIUT &) SATATTdehIehUT &) TSI T 5)
IR

4) AR Hufed fonienles fashl §1 FA&acd _ HeeT 318,
31) ITHTOT §) R F) AR 3) TSE

5) _ #EY Y dITFdP AIGI0T, Uicdiateh, 3cdlcst
37TOT Qg fashY, Fear argehiear g fahar cIi=ar SIA

f&erToft Felr ST

3) < AT ) gelerciiaes Refeler &) de afder s) A
3ArsT fefoiar

6) Thtepies &TTCIeT Seel § faarel =41 e
TqETcHs STt 3TTRd.

) & U A §) SITAT &) UA T AT 8) FIARLAT

7) HEY 37T cIaaTy UiehaT aTed ddl

YETcAThS HYE dell oI, it qd-frefiRe drefiedgar
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HTeTehT, JRITRAC 3107 a& AT hld.

3) ST UT 3T S) & O 30 &) T @ 30 3) IMS3CHTHT

8) @IS AT ek 3EToTu=eh dTeTel oATal, 3721
SHFATHTST ENNPTCTTh 31 Aehclld.

) sfae ) *fse &) T 3) véuA

9) AR &YSTolT ST &dTe qrame{d giaen=ar
31) f{ehlas ) HaT &) THG 3) A

10) FEUTS! HAHHATAhT fehall o FHSEI fehar el
3T el feol ofTd.

37) HASITYIAT &) STHETice IgTe &) a3 5) Hieldhelel
11) g Y9I 3SIgYuT 378,
37) A §) 9 F) I1g 3) HEgH

12) FEUTS AlGTS ol 3YHIUNEAR IR AH slcdehal
BIUTRY ahIVTCiET aTfafaed g
37) $-PIAN &) TH-PIHAY ) 5-cTaATT 8) 5-¢f8ar

. W@reliel [JeITs T fohaT 31T o Hi9T. (FIUTAET o) g0
1. Uedeh QAT 3eI3d UHARET S=1d0T U T 37Tg.
2. AT SEed Jar &= gaTfas J9ere 38

3. T 3cUTee § &1 31T S UhT 3cUIeeTTd a3l

SCATGATITEST AdTob SHLUATH HETH &hicl.
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4. TqEHb SHUATEAT HIRIETHT FUROT STell 3Te.

5. Tafed fteias fashl, FaT fohardear el fashrear
RIS TTEITET TEH ¢,

HTSsToT 30T T Yreqey 31Teeh 1T gATaT STl

7. T3 HLETUT HIOTAT ATEhITAT T IeChleATe I3
fAIsTeT el i,

8. FleT Uehed 3HeTH ATGAUATER ofaT shigel ahdl 3nfor
fRthIa fasha 3careaArdr amerel fafatrdar faadia sivareR
18T ehigel .

9. dMTEce 3curcat fahaT VaTaTS! UL Wrsral foedy
10T

10. S3RYIT FAT BIIeT FgUTS T cgaary Ffshar
UehfAd 0T, SATHD deb M0 T arerl.

11, TS AT 3foe 18 g derrear Tasir It dHe
UCEd FFULe aTalel ST3 2Mehdl.

12. FTGeRTEAT TR OT HIUATHTST YRR Seegedt T@umeit
JINGISTHITAT FY 37T

Grelteldehl PIUTATET GleT TATHT 30X foraT: L
37) fauure Ao fafatr g Tase .
d) 3cUTest 30T Ty Fleh .
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&) T4 [auuTTeaT fafaer aeardr aar a1

@rellerdhr SIUTATET GleT TRaAT 3T ToveT: L
37) JrEEfed fhiehics TashIaTaT STaTuaTeT TOTeAICHT FeraT.

o) fafaer g TN TaET T 1.

) ReTITTHEY THSI3IeT GareTel Sugrear hracarar
EEIEX

Grellerdhr SIVTATET GleT TReATT I ToXeT: L
) TE UA T BIAG 0T HATET AT T .

o) Tel U7 31T FgUTS h1A? Tl UT 31T AT ISl TIST .

%) Acdfehdl FUTS FHIA? deaiharal Teglel TISE .

el dhY SIVTATET Glef TReATT 3T ToXeT: L
3) &-FIHAT FEUIS dIA? AT ATASTY TIST Il

9) fosera ¢ fogera (@2 $-slawar arvet 3nfor aar
T .

&) AR $-HIATTIT TG STEEGR AT TThAl
BRI

GrelterdehT HIOTTET IR AT forgT: Qe
31) 94T faehrd Tsh TS .

§) gafed feia fashr

%) foPies SharISiaT

3) & dr 3

$) HARATAT dlToITEcsh &1
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%) 3T fAUuTeT gener
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