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1. Why are existing customers important?/ foraaT UTes HEETY & 3Rd?
a. Advances in technology mean that we

: 3 b. Existing customers don't care how well we serve
won't get any more customers./ T

them./ fERMmT U el = SITe 99T F30 &d e

WA TRUTS ATRTST UG ATgeh a0 vttt S A
TIEId.
c. Replacing lost customers is very costly./ d. Existing customers will always be loyal./ IEEEIERICE]

2. Which statement about measuring customer satisfaction is true?/ Pgadhid GHTETE

TIAUGTETE] Hivrd faura @ ang?

a. We do not need to consider customer ; ;
b. We don't need to encourage sharing of ideas. We only

need to get data./ SITHTET FEaAT AN HedTed

satisfaction./ TETAT UTgeh=aT 3TU&r= fa=r
FUATH TRH ATET, e a1 FHTLHTL Twm FATRRTe e S faoan st

expectations, only their level of

¢. Seeking feedback results in positive d. jus{!measuring satisfaction does not affect our
customer retention./ TFRIHF Ugeh UROT  relationship with customers./ Fae GEIGTETE H19 dheaT-
T AT T, TEahizT STl STH=AT GFdiag o gid ATel.

3. Which question might you ask to evaluate your own performance?/ STUeAT A =41

FHHAR i HIUATATST ST Hivrd1 94 fa=me wwmar

a. What skills could I develop to assist my

customers better?/ AT UTgahiT 3ifeeh b. Do I convey enthusiasm and interest in my

SHTET T T FROATATE i SO e customers?/ i HIZAT A@HTEA ITE SO TS FAfAdT?
farenfaa & Teal?

c. Am [ well informed about what my
company has to offer customers?/ AT

d. All of the above/ a@ &

4. What does the term customer experience mean?/ "dTgeh AIWF" AT AT a1 e?
a. Quality of all products purchased/ @3 b. Advertising to attract customers/ STELATAT ATEHAT
c. All dealings with the organisation /31

o d. Previous customer transactions/ e UTgeh SAFER
= 99 FAER :
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5. Which of the following statements are incorrect?/ / @TTEUH! HI0! farem= gehret Ra?
a. Services are intangible/ ¥aT 31qd 3@d  b. Services are perishable / HaT TRIed aTed
c. Services can be co-produced with

customers/ ST TEHEHAT TaR Hea1 5% d. Services are invariable/ Tl Fad 3T&dTd
RMehdld

6. Which of the following statements about services is true?/ Yaifawal @r@terdsh! Hivrd faeam
T 31e?

a. A service economy produces services at
the expense of other sectors/ HaT sdeqa@Il
TR A=A TWEiE TaT 3F

b. Service jobs are low paying and menial/ et A=
T TTRrEAT ST Aifles eed

d. The skills needed for managing services differ from
those used for managing manufacturing businesses/ a1

ST FAUATATS! 33T izl IS AT
T FOATATS! AT SO G gHTaET foe 3med

c. Service production is labor intensive and
low in productivity / TaT IwT& Hzites Sf00
FcqTEhdT hHT 378

7. Which of the following is not generally accepted as being part of the extended marketing
mix for services?/ YaraTd} farfia o fAgomen W BUH @EeIH! HIvd WHRS STd ATel?

a. Product/ &% b. Price/ i
c. Process/ aferar d. Practice/ 9@

8. Which of the following is NOT an example of a service business?/ J&ie sl ivrd Teh daT
TGUTET IS0 ATRI?

a. Amusement park/ FHU Ul b. Bank/ 5

c. Hotel / 3%& d. Soft drink bottler/ @ive g afcet

9. Which of the following is not a tangible dominant?/ G&tedet qd a= g
a. Detergents/ feasig b. Automobiles/ TEHEE

¢. Investment Management/ aa0®
HIEIHA

d. soft drinks/ @fee fge

10. Which of the following is an intangible component of a car repair shop?/ i@ ueht iurdT
FR GOl GHMATAIS T 3T U<eh 37g?
b. The training the mechanic has received/ Hehf=erer

5 AT
a. Replacement parts/ aGod e e
c. Employee uniforms/ FHHIR] TR d. Customer waiting area/ dTgeh TTeT &

11. Which of the following does NOT indicate a need to improve customer service (to
improve your customer retention program)?/ 3Tq&1 UTgesh ¥ROM HTdhH GURUATETS!, Ui Teht
FIUT UTgeh Va1 GUROATH! STa=IHal qAfed ATl

a. Customer satisfaction is your primary

management objective./ Ylgehi™ THTIH §
TS T SHEwITgH SEIY IR,

¢. The company does not care about lost  d. The company is not consistent about keeping its

customers./ X UTgahiel U=l el promises to customers./ &A= TTEHT feodt amEr
= ARl resvaTaTEd AT ATgl.

b. The company has employee turnover problems./
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12. Which is the first stage in the evolution of service marketing/ ¥aT farqurrear Sehidi=r

gfgeT Tl 3l
a. The crawling out stage/ 1T A8 ¥ b. The securrying about stage/ Twrew et FIOT
¢. The walking erect/ S0l 39 gl d. The galloping stage/ ¥ded ST0!

13. Which choice is part of establishing a customer retention program?/ JTgs &RUI HEHH
LT FEUGTET FHIOTAT A 3MTg?

. Begi k without identifyi ifi . . :
3 ; iy s R L lytg spectiic b. Examine who the customers are and their specific
objectives to be accomplished by the

Pfﬂgam./mﬁ%ﬁﬁﬁgﬁ@ needs./WWa@HmWﬁﬁ?Wﬂﬁqﬁm

c. Create the most complicated program  d. Create a culture that does not stimulate customer
possible./ 2 fidehT TN HIEFH TR interest. 37N TPl TAR T ST ATl AL 3T &
. ZTehd TRl

@) 14. Which choice indicates why some surveys do not reflect reality?/ FT! Ha &0l aT&dferhd

gfafes &1 <2ifaa Aga?
a. Only angry customers respond./ Fg%  b. The sample is a good representation of the customer
A UTgerd TS T, base./ THT UTgeh S T WhifTee .

c. Surveys do not always ask enough

questions to get an accurate picture./ 379 d. Survey statistics always lie./ G T RSa AgHiE Wi
o fefamarare e = @ us 3T

ferermed .

15. Solutions used to minimize the marketing problems attributed to heterogeneity include/

mmmmmmmwmww@mm.

a. Standardizing or customizing the

- - 7 . e - ” 3 aTqT
service, Tae WHITOTEHOT 0T ke Fam b. Using multi-site locations/ 57§ HEeals T

I sd FH0! o
c. Stressing tangible clues/ Ffead Gehar=n  d. Appealing to different market segments with different
&) ToT oY demand patterns/ HRTOMER fafar Aehe fersmi= Aol

16. Services are typically produced and consumed simultaneously. This is an example o
the_ characteristic of services./ a1 UsTd da! ST HATfOr STREAT STATd. B Qo=

AT I AR
a. Intangibility/ 3T b. Variability/ af@d=ziterdr
¢. Inseparability/ Stferdreaat d. Simultaneously/ T Jt

Pt

17. Service marketing triangle includes except/ ¥ fa9ur reTuTa Tl 9d GHIEE 3T

a. Company/ &9 b. employee/ FHH=

c. goods/ &L d. market/ ISR

18. High _____ means that the customers are happy and pleased with service provided./ 3=
EUS UTE TS HoedT Gad ST 3ed 101 §¥ 3ed

a. Customer interests/ ITge fgd b. Customer satisfaction/ UTgeh THTITH

¢. Customer needs/ ATger=AT TSI d. Customer service/ TTge dal
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19. Customer satisfaction comes from great :/ UTgehie GETLG™ HISAT HROMHS
T gid

a. Best Customer service/ 3 Wigeh 9a1 b, Sales efforts/ foehi=t vaa
c. Owners/ HT&eh d. Managers/ a9

.
/&
Is
B
A .
20. Customer retention can be ensured by/ UTge YRON R gifea &t 5its m\%
a. Catchy slogans/ U 3T&t =TSO b. Personalized services/ Safaea qal . P
c. Offering freebies/ WhTest 0t d. Offering loans at low rates/ S+ X &St adrd

21. An organisation is introducing a customer relationship management system. What focus
should this system have?/ Teh Y& UTgsh GIY JawITIT YOI 30T 3R, AT WUMo Y &8 H1d
TTTE?

a. To tailor the service offer to meet

customer needs/ TTgehH=AT TSI YHTE0UATER! b. To record customer wants/ UTgehTel TRST Aiga ool

ar o1

c. To calculate the cost of providing : :
S el S e d. To store product details/ 3TTEA TURite Fufed

AU feRH =R O FROATETS

22. An organisation wishes to provide a new service to local customers. What characteristic
would help to identify appropriate customers to target?/ Teh1 ¥&eT w1 YTgeh =T Ad 1= |l
JUTE T5T AR, BIEAd FAUATHIS AN UTgeh GEVATH FHIvTdl A HEd Hicior?

a. Country/ a1 b. House number/ 859 e}

¢. County/ dTegeRt d. Postal code/ URe® &l

23. is a person’s feelings of disappointment or pleasure that result from evaluating a
product’s perceived performance to their expectations./ g o fhan amerqr=an

UTgeh =T WIaT ATRd S TETET SATEATEAT SAHTYR HHEARD qediw HedHe gid.

a. Customer loyalry/m?-ﬁ e b. Customer satisfaction/JTgeri= FHTI

¢. Customer value/JTge Hed d. None of the above/aRieteh! SIUTg! ATt

24. An organisation works hard to retain its customers. What is the value of this to the

organisation?/ YHeT SUTAT ATEHT g STVITHIST HSR TRAH HYd. G § qod HE AR?

a. Fewer staff will be required/ &+ &#=r Ny T :
o b. Less communication is needed/ ! ¥aTe AETTF 318

¢. Customers are more likely to provide ; ; :
s d. Regular discounts can be given to customers/ ATgeRIAT

testimonials/ TTEaHIAT TIRa SUFT= eI
i at frafaa ge &t S ek

25. An organisation uses its customer relationship management system to monitor
customer feedback in order to resolve problems quickly.What is the purpose of this?/ s
ST T rSfRvaTaTE TTge AT STHTATY Tl SUATaTS SIS ATeeh Yo AT HorTet
TILA. AT ¥ 1T 3MTe?

a. It will inform new marketing materials/ b. It will encourage compensation to be given/ J&HA

& el foraur qree et < RUTE Z0AT e e
c. It will improve customer retention/ame5 d. It will be used to justify price increases/feFadidie @
ekl RO GIRS U FUATS! 9= AT el AR
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