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1. (A) Explain the meaning and objectives of Customer Relationship Management 

(CRM).  14 

OR 

  Discuss in detail four components of Customer Relationship Management (CRM) 

programme. 

 (B) Answer in one or two lines only : (Any Four) 4 

  (1) State the distinguish between service and product. 

  (2) Explain the service as a system. 

  (3) Give any four examples of traditional service. 

  (4) Explain any four methods to measure customer satisfaction. 

  (5) Which matter to be considered while selecting an order of customer ? 

  (6) State the meaning of customer life time value. 

 

2. (A) Discuss the main activities in Retailing. 14 

        OR 

  Discuss the factors responsible for the rapid spread of shopping mall in India. 

 (B) Answer in one or two lines only. (Any Four) 4 

  (1) State the definition of Retail sales. 

  (2) What is margin free chain ? 

  (3) State any four bases of measuring efficiency of retailing. 

  (4) Give any four names of global retailers entered in Indian market. 

  (5) Give the details of private labels of retailers in India. 

  (6) How to deal in retailing without shop ? 
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3. (A) Explain the challenges and solution in delivering values in the Rural market. 14 

                   OR 

  Discuss the characteristics of Rural market salesmen. 

 (B) Answer in one or two lines only. (Any Three) 3 

  (1) What is the meaning of distribution systems in surrounding nutritive towns ? 

  (2) How physical distribution of goods is done in rural market ? 

  (3) Give any four communication media which are useful in rural market. 

  (4) State any four main drivers of Rural marketing. 

  (5) Explain any four demographic segmentation bases of rural market. 

 

4. (A) Explain in detail the meaning and characteristics of case-study. 14 

                         OR 

  Discuss the guiding principles to make case-study effective. 

 (B) Answer in one or two lines only. (Any Three) 3 

  (1) State the meaning of “SWOT” analysis. 

  (2) State any four limitations of case-study. 

  (3) For which objectives RUDI is established ? 

  (4) State any four steps taken by GSTDC for the development of tourism sector 

of Gujarat. 

  (5) State the meaning of “FMCG”. 
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