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          . 

 

1.       ?       . 14 

 

1. (A)      . 7 

 (B)    . 7 

 

2.         . 14 

 

2. (A)       . 7 

 (B)         . 7 

 

3.        . 14 

 

3. (A)      . 7 

 (B)    ,   . 7 

 

4.     ?    . 14 

 

4. (A)        ? 7 

 (B)    . 7 
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5.       14 

 (1)      . 

 (2)      . 

 (3)      ? 

 (4)          . 

 (5)      ? 

 (6)        . 

 (7)         . 

 (8)       . 

 (9)      . 

 (10) “SWOT”   . 

 (11)         . 

 (12) FMCG  . 

_____________  
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Instruction : Figures to the right indicate marks allotted to each question. 

 

1. What is customer relationship management ? Explain the components of customer 

relationship management program. 14 

OR 

1. (A) Explain the factors affecting marketing of services. 7 

 (B) Describe the typical characteristics of services. 7 

 

2. Explain various aspects of measuring the efficiency of retail business.  14 

OR 

2. (A) Describe in brief the scope of retailing. 7 

 (B) Explain the position of retailing in India. 7 

 

3. Explain the demographic and behaviouristic bases of rural market segmentation. 14 

OR 

3. (A) Explain the special characteristics of rural salesman. 7 

 (B) Discuss the meaning of rural marketing. Explain its importance. 7 

 

4. What is case study ? Explain its main characteristics.  14 

OR 

4. (A) How can effective case studies be developed ? 7 

 (B) Explain the importance of case study. 7 
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5. Attempt any seven question : 14 

 (1) Distinguish between service and product. 

 (2) Explain the characteristics of retail business. 

 (3) What is customer life-time value ? 

 (4) State any four factors responsible for the spread of shopping malls in India. 

 (5) What is rural marketing environment ? 

 (6) Give any four drivers of rural market. 

 (7) State any four communication media which are useful in rural market. 

 (8) Give any two methods of measuring customer satisfaction. 

 (9) Explain the functions of Gujarat State Tourism Development Corporation 

(GSTDC). 

 (10) Explain in short “SWOT” analysis. 

 (11) Give any name of global retailers in Indian market. 

 (12) Give full form of FMCG. 

_____________ 

 


