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Please check whether you have got the right question paper.
N.B: 1. All questions are compulsory.
2. Figures to the right indicate full marks.
3. Answer to each question must begin on a new page.

Fill in the blanks with the appropriate option given in the bracket: (Any 10) 10
1) The service sector provides revenue to the government by way of ........

(Service tax/ Excise duty/ Custom duty)

2) Following is an example of service ........ (Communication/ television set/ refrigerator)

3) ... is one of the marketing mix elements for services. (People/ preference/ potential)

4) ... is an example of physical evidence in services(room ambience/ staff dress/ both)

5) LPO stands for ........ (Legal Process Outsourcing/ Legal Process Outcome/ Legal Payment Outcome)

6) ATM stands for ....... (Automatic time money/ automated teller machine/ automatic teller money)

7) BPO stands for ......... (Business’Payment Outlet/ Business Process Outcome/ Business Process Outsourcing)
8) B2C transaction stands for«.......4(business to community/ business to consumer/ business to commodity)
9) In ....... card, the amount gets‘deddcted from the bank balance of the customer.(debit/ credit/ railway)

10) E-commerce facilitates interaction between the customer and the organizations via ........

(internet/ store/ bank)

11) ........... number of consumers can be réached with the help of E-commerce. (few/ some/ large)

12) ........... is one of the element of Mall management.

(Ambience/ Foreign Direct Investment/ International Policy)

State whether the following statements are true of false:\(any 10) 10
1) Banks come under the scope of service.

2) Education and tourism are not the example of services.

3) When customer expectations are not met, customer feels dissatisfied.

4) The store should be easily accessible to the customers.

5) Vegetable vendors on the footpath are an example of organized retailing.

6) Foreign direct investment in retail is not helpful at all.

7) Traffic management in a mall is concerned with the management of traffic inside the mall.
8) BPO is a contract whereby firm transfers its processes to a third party for a consideration.
9) Logistics delays the delivery of goods to the consumers.

10) B2C transactions reduces distribution cost.

11) Organizations do not face any internal problems for transition to ecommerce.

12) E-commerce enables firms to reach only at local level.

Define services. Explain its characteristics. 08
What are the challenges faced by the service sector in the Indian context? 07
OR
Explain the importance of service sector in the Indian context. 08
Describe the states involved in the new service development cycle. 07
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A) Distinguish between organized retailing and unorganized retailing.
B) Describe the challenges of retailing in India.
OR
C) Explain the different store formats operating in India.
D) Write a note on careers in retailing.

A) What is knowledge Process Outsourcing? Discuss its limitations.
B) What are the advantages and limitations of Internet Banking?
OR
C) Explain the advantages and disadvantages of Enterprise Resource Planning System.
D) What are the various elements of logistics network?

A) What is E-commerce? Explain its key functions.
B) Elaborate on the scope of E-commerce in India.
OR
C) Explain the advantages and limitations of E-commerce.
D) Write a note on Business-to-Business)(B2B) transactions.

A) Explain the impact of FDI on bankingand insurance sector in India.
B) Discuss various strategies for managing'capacity and demand in the service industry.
OR
Write short notes on: (Any 4)
a) C2C
b) FDI in retailing
c) Non-store formats
d) ATM
e) Classification of Services
f) Retail Franchising
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Please check whether you have got the right question paper.
2. FI 9T AR 3med.
R. 3oTdigier 3ieh 0T gefadr.

3. Y% YR 3R Adlel UleATaR & Id.

v.¢ 31) Al Ao 9 fAGS McdeledT S ST, (FUATET S8T) %o
. TAT &F oo SeR TNl Hgdel [Adast &l (FaT T / AT Y / HAT Yoeh)
. Trefer Yl ............ g QAT 3AEI0T Mg, (HHIYOT / el Ha / Mdshure)

W

.......... g1 ar fauuie _fHsmar ue g 31g. (i [ Iaed /| HHIeY)
........... ¢ QAFIC ScF&F ITATT 3CTEX0T 3TE.
(T@relTdiTel aTdTaRoT / FeEAI=T 9IE / glea)

x<

(Fagafeld dos UET / Taddfeld dTeloNy I3,/ Taddfoid dTaoTRT 44m)
b. BPOITAT 3T ...

(EraaTR¥s HIOT AR / cgraaiids gfshar aRUK / SEgEEard saraa@s gfsan)
¢. B2CTTERN AR Y ... (CHTHT T GHATS [+cgadd o Agsh / YIaET d aE)
Q. X&) FISTHLY, AEHTAT dh Reolehicds] dhe Jofl aid. (3798 / e / 3e9)
g0, S - PHIAY, ATgh I HUCAT ARIATHEY ........... GaR SATUTEEToT USgsT 30T

(ST | Gl | Seh)

29. 5 - AT A ......... HEAT AEHadd digradr Ad. (AsAT / e / AT )
R g1 Al STaTAIdl Teh geeh 318,
(ATATEROT / ORI FeheT IAAaueh / JcRRISEI LRoT)

9) Wrellel fatme Teh 3Uam sRISY o HIEM. (FIOTAE @) %o
?. QAT ATCHALY Sl AdTd.
. TA8TT g g & QA= 3eEIor A,
3. SIegl ITgehT=AT 98T YUT §icl T8I clegl ATgehlell THATH A dred.
Y. Gl § FTgehlall Tgol 3Ucist 3THTd.
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A

gEATId .
Q. ANTECHTHS AMEhiadd Al Wgravgry 3R gl
2o, feef(B2C) cTaeRIADS facRoT @ T gl

JeqATallal HTe fashdl & HEEId feled SR 36T8uT 3T8.

fhtehlcs STTARTCST TR el I[ciaofeh iTSTeld Hecddr =gl

AlTAtIel ATEcleh TAEUTIATT HET HioTedT 3Tcliel ATgehedl SaEATI=ARN 37T
A3t (BPO) & 31 Fale 3R, SITd TETAT 3Tl Ufhar faw=ar ueiry Alecer S3e

2¢. § - HIAGTAT HhHAUIHDS, FECATAT HIUICITE! HAd ISTUUNH FHR SITd oA1aTTel AT

22. § - HIAGHAS HUCHIAT HheFe TUToleh ATl TIgrerdr .

U.] 3) QAT SATEAT AT, e AfASCY s .
9) HRCT TSEhIATcls] AT &1l HIUTCAT TG HHN SI1d SATeTer?
e
&) HRCAT TEIRIATTA HaT &A= Heced TIST .
g) STdIT TaT A Tehiciiel TATIY gl qulel .

9.3 37) 9udld fhihlad caUR g 3Fqgcid [aled IR Aldiel Bl Tolgl.
§) AR foeplas SIURTET 3Tegl=l Eiam.
fhar
&) ARATT ATV fhiehlcs IRl fafaY qahielicl GehR TISC .

3) ‘fels AMRIdE ®REG (FRIX) Aex fear fog.

9. 37) SEIEAATY AT 9hAT IOt HII? AT HATET {9,
) Sc¥eic dfhITd BIIE g dic ST 3Rd?
ffar
F) STIaATAeh AR Adies 9gdrd Brae 3ol dic Tase .
3) dlollitead sicashd fafay gee HIvTd 3Med?

9.9 31) § - HIFAT FgUTS HIA? AR AGecardl H TASE .
) ARAANS § - HATD e qIEar |
frar
&) S - HIATT BIIS g dAlE TIST .
3) ‘CUGETT o G (B2B) ¥AgR ’ AR &rar fowgT.
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¥.& 37) Tl YcF&T ITaulehrar HRdTel sfehar d faaAT aismadier gRome Tase & go
) |41 3cINTATS AROT T &THAT TAdIS IGUIMETST Taedsd JrFon=ar fafay sradar gar . go
ffar
9.6  AEard dur fogn (FHoreag ar) Q0
31) "igEr (C20)

9) TRl SAMRIATl R YcgeT AU
%) GRTATRIAN faeles AR

3) (ATM) TSITH

3) dard geffeRor

%) giafdAThd s TR
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