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Seat No.: }

MARCH - 2022 (Summer session) Examination

Subject Code: 68137

(fa=reatt 71 faom Fg OMR &% f@gm@ / Student should fill this code on OMR sheet)

Subject Name: B.Voc (Commerce)_68137_68137 - Customer Service Management -
11 21.07.2022_4.00 PM (R BT TN) Paxk - TN |, Sexh v
Date: 21-07-2022 Time: 16:00:00 to 17:00:00
QP Code: 7977QP

Total Marks : 50 Each Question 2 Marks, Total 25 Ques, Duration 1 Hr

1. According to the service-quality model, the service provider can understand the needs of

the customer. This is called dimension/Ya1-TTUTe=AT AIRGITHR FaT HRTAT ATgehT=
JTII AT FHSL IAHdl ATST gfEHToT 31F WoraTd

a. Response/dfadrg b. Understanding/SHs{= 901
c. Assurance/3I4TE d. Sympathy/F@rg¥dl

2. Growing customer expectations about what an organization can offer/TETEY U1 *TT <=
WA JTaES ATgh =T JTEAT TUHT

a. There can be improved perceptions about overall  b. There may be a low perception of overall

service quality/TEhUTe Fa TUIERIEES YUIRA YRUTEIS  service quality/TEore a1 UIERIaES FHI THS
Fehard Bl ehd

¢. There is no change/®IUIATE! 98 AR d. None of the above/adie el FIog! TgT

3. Organizations have to use to serve customers through the customer service
interface./TTge Yol SeThE R ATEHIAT HaT SUATHTST FLATT T ST9R HAET ST
a. Technology/da3= b. People/@

c. both A and B/ SI=g1 37 311for &t d. None of the above/a{i@ue! FIvde! ATg!

4. must be superior in the customer service interface/ dTge a1 SIS
A S CEDE

a. Physical presence and comprehension/{ie b. Adaptation and emotion / attitude/S[@aT
IUferet 2for sTeRe | 3T AT / TPk
¢. both A and B/ Si=gt 21 3oy &t d. None of the above/a{ieter! TR ATal

5. On what basis do consumers evaluate the incidence of complaints?/JTes TR gedTd
Hedieh HATAT LR AT

a. The result or fruit they receive/ci=T AT IO b. Methods used to generate results/9RomH
qioTe fehan ®e frofor FRuaTaSt SR SIToT=T Ggat
c. The nature of mutual treatment,/93&R STARE

d. All of the above/a{le &
=

6. PZB gap model is /PZB 9 /3idR AISH TSt

a. Performance of Balance Services/ThH-H 3TH b. Parashuraman, Zenithmal and
Fog afead Berry/ R, SIfFame i sl

c. Peter, Zenithmal and Berry/diex , Sif2me afor skt d. None of the above,/a{UeT SHIOTAE! ATE!
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7. The physical nature of the facilities provided by the service organization is called the

dimension/daT TEgR e gerui=an Wifas @eamer gfHTOr TordTd
a. Tangible objects/qd & b. Dialog/&aTE
c. Capacity/&far d. Etiquette/RIFMER

8. A service provider provides service to customers wherever it is called

dimension/Ts YT WSTAT UTgehi=T AT HISE! 3T AL U Fd gfcAToT ToTaTa
a. Etiquette/RIeER b. Ability /&HdT
c. Availability/3qeeqdr d. Assurance/3THTE"

9. Research has shown that young and high-income consumers are more likely to use the

channel./&aTa 3@ GG 217 g i aw o1 A0 I=F I ATghiAT S
T T FFTAT ST 3.
a. Self-service/: dar b. single service/T&e Hal
c. personal service/aaferder dar d. non-professional service/3TeIa@Tae Fan

10. At Bengaluru Airport, Karan was surprised by the help he received from the staff at the
airport. He was worried about the standard procedures like collecting boarding pass and
security check-in. But the staff overwhelmingly helped him overcome all the difficulties.
Which dimension of ‘service quality’ was strongly promoted by the staff at the airport?/
TEE faATaeEt e faHdereie FHaTaihg fAeoe! aed Ugd angdafnd Sime. sifeT
T et FROt ST fAeRy et -39 ARET A Uikdage dl fadd gidl. 1= 99 ASTuiiar dT1d
SRER T9R HoT?

a. Aesthetics/ TigdzTEd b. Features/ af3rg
c. Empathy/ @3l d. Reputation/ Ifcrgr

11. This is the difference between desired service and adequate service level/gfsd Har afor
QRN /S SO HeT GTae! ST Bl TS

a. Service quality/FaT TTora b. Endurance/Sg=iedr
¢. GPA/Sfiqdt d. SERQUAL

12. What kind of marketing strategy is text messaging?/ASTgX ik ATgeh H hIUIAT THTAT
forgur &iRor are?

a. Personal selling/srafaen fersht b. Sales Advertising/fersht STTera

c. Direct Marketing/9e faqor d. Public relations/ =%

13. ___is the main reason for difficulty in Services Marketing./ ___ Aa1 faguHTa = Jvara
qE&T HRO 3R,

a. Separability/ feraeraar b. Intangibility/ Srerar
¢. Availability/ IueerdT d. Demand Supply Gap/ ATt qiaeT 3iat
14. __ is the environment in which the service is delivered and where the firm and customer

interact and any tangible components that facilitate performance or communication of the
sewice./_aﬁmwmmﬁﬁmﬁaﬁﬁﬁm%mﬁ{ﬁwﬁ 31O UTgs WaTE 9rydrd
31T Q9 e fhaT YNYU GEH FIOR U] Jd geh STHATd.

7/21/2022 2:41 PM




3of4

file:///C:/DOCUME~1/KAMALA~1/LOCALS~1/Temp/Rar$SEXO01...

a. Physical evidence/ “fiftres gran b. Process/ wfsht
c. Place/ f&=pmon d. People/ D

15. : “All human actors who play a part in service delivery and thus influence the buyer’s
perceptions: namely, the firm’s personnel, the customer and other customers in the service

environment.”/ "gd HTE HSTHR S Va1 FAaRomAed WA Sara O 3r=T bR WIS IQRT=AT YR
TN FATd: U BHY HHERY, AT AT01 a7 STaeasudis $al aige. "

a. Process/ Ufshan b. Physical Environment/ “fiftres waiaror
c. People/ @i d. Place/ f&=pmor

16. A triangle of Company, Customers, Employees, Internal Marketing, External Marketing
communications and Interactive marketing is known as............../ &=, UTgeH, HHER, fdiid

a. Marketing Triangle/ farqom framtor b. Service Triangle/ HaT fenivr
¢. Communication Triangle/ @sreor fSrepior d. Both a and b/ 31 21for 5 gt

17 is an example of intangible dominant./ ¥ 379 T=<aT™ SR 8.
a. Agriculture/ 2t b. Logistics/ 7%
c. Teaching/ 3reama= d. Car Maintenance/ &R S@HIS

18. The mental energy spent by customers to acquire service is referred toas __./ ar

fAreauaTaTe! TeH1 T Foo! AHE Sl __ RUM eEd! Sd.
a. Time Cost/ 3% @9 b. Mental Cost/ A& @
c. Energy cost/ i @ d. Acquisition Cost/ Tferugor @<

19. _is mainly deals with the inability to inventory services./ __ WTH®AT g-=gedl Qai=

a. Intangibility/ 7T b. Perishability/ FrRrEaaomn
c. Inseparability/ stfaarsaar d. Tranquility/ e

20. Competitor intelligence should be gathered _/ W gfgaar Mer FSt urfest _
a. Yearly/ anfdeh b. Decadely/ 33Tk
c. Half Yearly/ s14janiies d. Continuously/ Hd«d

21. Total customer value consists of ___/ Tl UTgsh Wiﬂ _ ¥Hdard
a. Product Value/ 3d1eH Ted b. Image Value/ W1 Jed
c. Serrvice Value/ ¥aT 74 d. All of the above/ ad® &

22. __ isnot an element of People./ ___ & ®Iehi=l U< AL
a. Motivation/ SO b. Teamwork/ EHaes
c. Flow of activities/ SUFHTET AT d. Customer training/ UTgeh WiRI&T0T

23. The extended Gap model of service quality identifies how many gaps?/ &= ura=
fareanfya 0 Aie® fondt 9 sfiewd?
a.5 b.6
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c.7 d.8

24. The gap between customer perception and customer expectation, also called the Service

Gap is___/ WTgehT=il TR0 3701 ATgahi=aT YT ATd o 3(aX, ST a1 3R TES
wBurdara

a.Gap7 b. Gap 2

c.Gap3 d.Gap5

25. Which of the following products is an example of intangible dominant?/ @T@tede! HIvrd
ITEH § A aaeaTd 360l 3ATe?

a. Insurance/ famn b. Farming./ 2.

¢. Mining./ @TUTeRTH. d. Teaching/37<mq=
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