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Paper / Subject Code: 46001 / Logisties & Supply Chain
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Paper / Subject Code: 46002 / Corporate Communication & Public Relafi(’m_s

(2% Hours ) [Total Marks: 75}
Note — Attempt all questions ! :
Figures to the right indicate full marks

Q. A) Choose the correct alternative (Any 8) ' (08)
1. The word.......... is short form for “web blog” (blog, skype, email )
2. Communicating with ................... public is known as financial
communication (consumer, financial, government) '
1 3. Majority of corporate crisis arises due to ...........oconennss problems (external,
internal, public)
L A S is the first step for effective media relatlons (research,

press materials, third party experts)
5. The identity of defendants are unknown at the time of ﬁlmg of petmons as per

Cr .............. (RTI, Defamation, John Doe Orders)
o PR refers to colleetive judgement of a corporatlon (unage, brand,
reputation)
G L theory uses the economic metaphor of cost and benefit to predict
behavior (social exchange theory, systems theory, diffusion theory )
i Dt is the most important part of public relations (press relations,
employee relations, investor relations)
- —— allows to connect a variety of different elcctromc devices wirelessly
(Satellites, LAN, Bluetooth )
10. Public relations have emerged as a ......... communication network ( national,

global, multinational)

Q.IB) Match The Following (Any 7) (07)
1 Situational theory A culture
2 Written defamation \ B slander
3 spoken defamation C talking in jargon
g 4 Powerful segment of society D libel
5 Classic mistake E Web Conferencing
6 Traditional method F publically available
7 Interact over internet G Stakeholders
8 External blog H press conferences
9 E-zines I stockholders
10 Financial communication J online magazines
. Q.IT A) Explain corporate identity. Mention its features (08)
B)  Explain Copyright Act in brief 07)
OR
C) Enumerate on role of ethics in corporate communication (08)
D) Discuss relevance of corporate communication 07)
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Paper / Subject Code: 46002 / Corporate Communication & Public Relations

Q.HIA) Explain systems theory used in public relation with diagram (08)
B) Define public relation. Discuss its essentials _ (07)
OR ;
C) Discuss the influence of social and cultural trends on business of the company (08)
D) Discuss the growth of PR in India (07)
Q.IVA) What is financial advertising? State its advantages (08)
B) What are the sources of employee communication? 07)
OR
C) Elaborate on the guidelines for handling crisis _.(08)
D) Discuss principles of good media relations 07)
Q.V A) Enumerate on the functions of communication technology in borporat_e (08)
communication _
B) Explain different types of corporate blogs ' 07)
OR
C) Write Short Notes (Any 3) | (15)

1.  Really Simple Syndication
ii.  Press Release
ii.  E-Media relations
iv.  Crisis management

v. RTI

74908 . Page 2 of 2

A25758D617D7D65348366DAS529E660AB




oo

Paper / Subject Code: 46004 / Marketing:Services Marketing

A
Time: 2% Hirs. + - Marks:75
N.B. 1. All questions are compulsory e
2.Figures to the right indicate marks. :
Q.1. (A) Match the column (any Eight) REF SOV R VRS NS 08
' Group A N Fos \ﬁi’etip]? .
A | Produced & consumed at same place | 1 Penshablhty S
B | Services cannot be stored 2 Customer mvo‘Ivement in process
C | People Based Services 3 The graph:cal depictxnn of a senm:e W
D | Self Service 4, ___Greates mdwlduaiuy in thé pfoduci A
E | Service Scape 5. | Servige Marketmg strategy Kot
'F | Blue print 6 3 Labour mtegsxv‘e VA o } x 7
G | Branding e oL An mstrumeﬁt to measure eustomer satisfaction
& e 2P level: :
H | Service marketing triangle 8 | Setting standa:rds
I [ SERVQUAL R SRt i --Phy_s_xcal en-vxmnmem_ of service
J | Benchmarking |10 | Tnseparability — - .-
Q.1. (B) State where the following statements a:‘re_t__rii_e or fa_l;se;_(:s'iny seven) 07)
I, Teaching isa high contact service,
2. Services.are Homogeneous. : :
3. Customers do not participate-in the producuon process of services.
4, Services can be patented. 3o
5. The role of Public Relations is to build and. mamtam image of service marketer.
6. SERVQUAL is developed by Parasuraman; Zeithaml and Berry.
7. Misleading claims backed by poor service performance is one of the ethical issues in service
marketmg 37
8. The: Lransnailondl straterry is a combmanon of the global strategy, the multinational strategy and
- the international strategy, -
9. Price plays vital role’in the marketing mix because it gives perception of the quality.
10, Process/, price and people are the extended P‘s of marketing.
Q.2. (A) Explain the dlmnetwe characteristics of services and its implications. (08)
(B) Dtstmgmsh between Goods marketing and Services Marketing 07)
OR
TSI o 5 & Page 1 of 2
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Paper / Subject Code: 46004 / Marketing:Services Marketing
=

(C) What are the different ways of distributing services? Exp!ain the ro!e played by

Franchising in distributing services. . F RS
(D) What is service mapping? Explain the four lines of service map : ; ' (07
Q.3. (A) Explain the Gap Model of service quality. \ .'\"\" y o (08) :
(B)Explain the strategies for managing capacity to match demanq ' 07).
OR - S
(C)Explain the concept of service productivity and evaluate ways to nnprove producnwty (08)
(D)What is Service Quality? What are the five dlmensmns qullallf;f’ D 07)
Q.4. (A) what are the international and global strategie's_.-in se:vic:s_.markéﬁng? S 5 . = (08)
(B) Explain the concept of zone of tolerance:with-an appropri_?_te example 3 (07)
OR S S I
(C) What are the recent trends in marketing of'_sefv'ibe?s_iﬂ Banking? > . > (08) \'
(D) What are the unethical practices in service marketing with suitable examples? (07)<

Q.5. (A) Explain the different elements and factors favouring_;addﬁﬁ%n of transnational strategy
8 et (15)
OR

Q.5.Write a short note on any Three of the following .~ o / (15)
a) Options for Service delivery
b) Importance of people in service delivery.
¢) Variations in ¢ustomer mvo] vement
d) Moment.of Truth
e) Challenges.faced by Service Markster.

3 o o o e ol ok S ok ek ok ke ofe ok
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Paper / Subject Code: 46007 / Marketing: E-Commerce & Digital Mark:mﬁﬂ, op

(2 ¥ Hours) Marks* ’I‘S;.-.:‘ r AL

NB: (1) Al QuestmnsareCompulsory R » & x
(2) Figures to the right indicates full marks o TESE ek I Nt

Q1) A) State whether the following statements 7€ TRUE or FALSE (any

1. Dlgltal cash is suitable for small transactions.
2. There is no grace e period for debit card. N
3. Yahoo.com was {aunched after the birth of Google. cdt"n'
4. Search Engine Marketing is a short term approach. T AT A
5. E-commerce includes business 10 business transaoiwn on'ly FT T e
6. Podcasts lacks interactivity. b
7. Trojan horse is the unauthorized use of services: and hag‘assmcnt by maﬂ
8. Campaign Marketing requires very less money - fbnéﬁ"wﬁve execution - S
9. A credit card is a credit system in retail uansacﬁqﬁs, whlch has«a pte set spendmg hﬁm based
on the user’s credit B, @0 S G

10. E communication is the commumcatmn u‘smg eleon'omc medla. _~

S

A * S G
’v ¢ A 5

e

Q1) B) Select the most appropriate a“ltemaﬁve answer. ¥
1. is trading in’ p:oducts or sewlces using pﬁmgv.;ter nétvvorks
a) E Commerce b) Motwatmgc} dogperation. - -
2The market enabte the supp‘hﬁﬁ to ly mtemct with buyers that by eliminating
distributors.” o
a) B2B b) czc ¥ c) AZB : 2 B A
3) In India the S & sof a—wmmé 1s dueto cash on“dcha!ery payment option.

___R_J-—ﬁ—‘”
a) Failure b). Succqaﬂs <) Training. ° -
4) E-commeme il mocsthé pr__oma'gmn ofprodnmﬂs anﬁ servtces to direct information and
interactive contactwith ___ SN
a) customers b)- smdénts c) c}nldxen
5) E-commeree iff edycation has P

a) Personainzcd panking b) mcdﬂicat:on c) Gfobahz;atlon
6) e - referstothe management. ofa network of interconnected business involved in
ths uiuma.te pravmfon of pmduﬁand service pa@kages required by the end customers.

2). Suppfy hgam Management b) éustqmer relatlonsmp management ¢) personal
manﬁgement

f B also«is known as. chck and mortar  business model.
a) Btlck ) Brick and mortar ) biick and click' ¢y Pure online.
o5 allows! card" hoid;ng cusmmers to perform routine banking transactions without

with the haman t tellet.

. it T
' "'-.'\a)t{?t:‘,ngg “h)IMPS c)AlI’M

) il 0.7 dsan a@proach that recognizes that Customers are the core of business
attd that the company Success s depends effectively.

a) pergonal managmem b) customer relationship management ¢) Web design.
10) ~~ " is a financial Exchange {hat takes place on line between puyers and sellers.
“a) E paymem b) Cybercnmes ¢) Fraud.
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Q2 a) What do you mean by E-commerce? Explain its features.
b) Explain how social cultural factors affect e business.
OR

¢) Discuss the trends in e-commerce in government sector‘ Ty
d) Distinguish between traditional commerce and c-commm‘cé’

Q3 a) Discuss the steps in launching e-business. > /
b) Explain the advantages and limitations of entefpnss i'esaurea pfgnging'
OR

¢) Explain the significance of a ¢ business m»todasv £y aompm(m;%ﬂd P "(m
d) Justify the superiority of bricks and chck mgdet over pmnﬂm med&l, (07)

Q4 3) Explain the issues relating to privacy and“see“un‘ty in E husmess, s O P (08) M
b) What do you mean by payment gateway‘?\ﬁxp]amnﬁ“ad\eahtages SN (i 7)
“or- S A )
¢) Write a detailed note on I'I‘".*‘Ech‘ODO F Ce 3 (

d) Discuss the need for e—cammeree Jaws

;\\.

Q5 a) What do you mean By ﬂ;gltgf m@-ketmg?&Dlscuss 1ts evoiu

S (08)
b) Explain the conoep!: of onhneédveﬂxsemaﬁ glongw;tli 1fs beneﬁté 07)
\‘_'\‘ 3 Im_l . \MdR 2 \,\ _I:{.‘ v* "w’g i Q\?.\".‘. _:‘ '\.-
Q5 Write Short Nefes (AnyS) S ST E o ol (15)
1 Mm;tanonsofwmentmal‘katmg ST SIS ettt
ZSmhrtCardx AT, 23 ol o2 '

3 Myths. QfE Comrﬁeree SR g
4 Benefifs. ofazl\% E Commerce,
© S EMaif mmg § 8 R 2
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Time: 2 % Hrs

NB (1) All questions are compulsory.
(2) Figures to the right indicate full marks.

Q.1 a) State whether the following statements are true or false. (Any 08)
1) Distribution management is next to production management.
2) Channel policy must be updated with market dynamics.
3) Articles of mass consumption are sold through exclusive distribution.
4) Channel of distribution starts with consumer.
5) Profitability levels in an organisation are market dependent.
6) Jury of executive opinion has scientific validity.
7) Intra- conflict is often called individual level conflict
8) Better selling is the key to better business
9) Distribution in virtual world facilitates face to face meeting.
10) CRM provides competitive advantage.

Q.1 b) Match the column (Any 07)

1 | Threat of new entrants Al Kenneth Thomas

2 | Intensive distribution B| Key performance indicator

3 | Conflict resolution C| Break the bulk

4 | In adequate presentation D| Unethical practice

5 | Client centred selling E| Maggie

% | Efficiency to Effectiveness| F Hurdle to salesperson

7 | Intermediaries G| Recent trend

8 | Misrepresentation Problem Solving

9 | KRA I | Competitor3 |
10| Sales report 7 [ Indirect method of supervision and control on sales forc r t
Q2 |

a) Explain the qualities of sales manager
b) Explain any 3 structures of sales organisation.
OR
c) Explain the importance of distiibution management.
d) Discuss the various development in sales management.

Q3.
&) What are the methods of sales forecasting?

b) What are the different types of sales closing techniques?
OR

¢) Elaborate the process of selling.

d) Discuss different types of selling strategies.

75486 - Page 1ol 2
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r / Subject Code: 46010 / Marketing: Sales & Distribution

Q4
~a) Who are channel partners? Discuss functions of =holsealers 8) 7
b) What are the factors affecting the choice of cistribution channel? (7)15
OR %
) What are the types of channel conflict? Explain with suitable examples. Discuss the . -(lsi A
ways to resolve conflicts. %‘ :
3 % s
Q.5 Al
2) Explain the methods of sales evaluation. | \ ®
b) Explain new trends in sales and distribution man-gement. M
OR it
Q.5 Short notes (any 03) ﬁ%
1. Ethics in sales.
2. Selling skills
3. Sales Quota
4, Sales management audit.
5.KRA
ViR
._ ne
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. Paper / Subject Code: 46013 / Marketing: Customer Relationship Ma"-?ﬁéﬂ}ént : :; a4
v) Service delivery GAP 4 is a communication gap. S e &
vi) Customer value management(CVM) is also known as customer vaiue added approach
vii) CRM strategy focuses only on creation of valuable customers. &7 ' - =
viii) E-CRM is derived from e-commerce. SES '_ ST S ¢
ix) Cloud computing software is efficient means for collecting. customer data S
x) CRM maintains relationship with customers by frequent. contaqts $0 asta qbtam them
maximum data. _ o -f" Qs <
a) Explain SLA and main elements of good SLA? .~ < ST SRR | S
b) Explain the challenges and barriers in 1mplementmg CRM. - ety )
: ¢) Write a note on Service leve] Agreement -~ S VS R ey |
d) Define CRM and explain it§ Lomponema in delail S T 2 (7)
a) What is Data Management? D1suuss~dli‘t‘erent type’s nf Data? R @)
b) Discuss Customer Proﬁtabihty and value Modelhng Vot - PSS AT )
AR S
¢) What are the quality 1ssu€s 1dent1ﬁed in the data - (8)
d) Explain customer tetentmn and mcthodq to 1mprove customer retentlon? N
Q.4. N 5 -
a) Write in detail the steps fer 1mp1ernenung a CRM program 8)
b) What are the cmnplgxmcs of CRM. stzategy B ()
' O PRV A &8
c) Explam CRM Stmtegy Cycle . - S : (8)
d) Explam the\ccmcept of Knowledge Managcment X @)
¢ Q5. a) Explam the features of E- CRM ®)
_ b) Explam the seﬁware App for Customer Service. W)
SRS TS OR
o Q 5 c) Wnte Short notes on the, ﬁiilowmg (Answer Any 3) (15)
=& $300 §) Bomail response system
o =3 7 S n)é}ocnal Networking and CRM
> 'u'i)\Leve]s of E-CRM : <
I ) Ethical fisues in CRM
“ 5 Car s v) Recent trends in CRM
5 Page 2 of 2
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ii) Figures to the right indicate full marks.

Q.1 A) Multiple choice questions: (Answer any 8)

i) Long term CRM involves operational cost. .- 7 &
a) high b) low c) medium  d)none - TS
ii)

customers.

a) call routing  b) call scripting  ¢) personahzataon -d)channel"qptim:zamp

ii1) is an act of selling additional products 1o customers ' :
a) cross-selling b) upselhng 30y both a &B e ﬂ) none

KD AN
iv) is a method of recommendmg prdducts or scmcesia customers on w‘ebsxfes )
a) clickstream analysis b) online analytxcal process c) e‘ollaboranve\ﬁltmng

d)Traffic analysis X R T A

v) A service level agreement(SLﬂ) 15 a tool for buﬂdmg N relatioushg: wnh high value

customers, o]
a) formal b) infomial.:_- ."--c)" share'd d) nﬁn_f_:

vi) is the, heart of sellmg pmceSS
a) customer dehght b) customer satisf’actlon c)’ customer retmthn d) customer loyalty

vii) is also’ known as opportumty management
a) customer x;elatmnsh:p management 5) lqad managcment
c) contadt management 5 d) knowledge mmggement»

viii) i’nvacy 1aws protecf the mterest aof :
a) cusiomers o b) employees \" a.) orgamZatlons d) all

' _iX) s *reiaﬁonshlp extsts when a customer has tried a product for the first time.

> a) acqumntance Sy o) t'(rend ¢) partner d) stranger
- x) 2 are calculanons or summanes of historical information that often compares trends
S 9ver nmes : :

O | busmess,wew‘data 'B)fWérehouqe data c) transaction data  d) reference data

¢

Q 1 B) Sta‘te whether the gwen statements are true or false:- (Answer any 7) )}

' _1?) .ng‘l back‘-r.\ls the _ﬁ_rst_ .stggg in the CRM strategy cycle.
] ii’j”Cybér ‘agents:are viable means of providing basic customer support.
- i) Evenj bHSEdearketmg is also known as trigger marketing.
1v)Calls made by ctlstomers to the call centres is a part of inbound communication.
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