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B.Voc. (Retail Management and LT.) (Part - III)
(Semester - VI) Examination, March - 2023
CUSTOMER SERVICE MANAGEMENT - II (Paper - XXXXVIII)
Sub. Code : 68137

Day and Date : Saturday, 03 - 06 - 2023 Total Marks : 50

Time : 10.30 a.m. to 12.30 p.m.
Instructions: 1)  Attempt any five questions.
2) Al questions carry equal marks.
3)  Figures to the right indicate full marks.

Q1) Write Short Answers (Any two) : [10]
a) Define Customer Retention and it’s benefits.
b) Explain failure of service.
c) Explain price skimming with.éxample.
Q2) Explain physical evidences and it’s various types in detail. [10]
03) Explain service quality GAPS model with diagram. [10]
04) Describe in detail basis of product differentiation in service marketing. [10]
05) Describe service encounter and explain various service encounter situations.[10]
Q6) Whatis pricing in services? Explain characteristics of services and prices.[10]
Q7) Write Short Notes on following (any two) : [10]
a) Service quality

b) Elements of service offer

¢) Service personnel
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