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June, 2025 

BRL-105 : CUSTOMER SERVICE 

     MANAGEMENT  

Time : 3 Hours  Maximum Marks : 100 

Note : Attempt any five questions. All questions 

carry equal marks. 

1. What is Service Quality ? Discuss 

dimensions of service quality. Give examples 

in support.  20  
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2. What is complaint management ? Explain 

the guidelines for handling complaints with 

examples.  20   

3. What is word of mouth communication ? 

Explain its importance for a retailer. 20  

4. Explain the usage of latest technologies in 

communication to improve customer 

interaction. Give examples in support. 20  

5. What do you understand by the term 

‘customer grievance’ ? Explain the customer 

complaint management process with flow 

diagram.   8+12  

6. Explain the significance of measuring 

customer services. Discuss any two methods 

of measuring customer services. 10+10  
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7. What are the principles of positive culture ? 

Explain with the help of examples. 20 

8. Write notes on any two of the following :  

10+10 

(a) Price-Promise Close 

(b) Habitual Loyalty 

(c) Failures in customer service 

innovations 

(d) Usability surveys 
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fjVsfyax esa O;olk; iz'kklu Lukrd 

(ch- ch- ,- vkj- vkbZ- ,y-) 

l=kar ijh{kk  

twu] 2025 

ch-vkj-,y-&105 % xzkgd lsok izca/ku 

le; % 3 ?k.Vs   vf/kdre vad % 100  

uksV % fdUgha ik¡p iz'uksa ds mÙkj nhft,A lHkh iz'uksa ds vad 

cjkcj gSaA 

1- lsok xq.koÙkk D;k gS \ lsok xq.koÙkk ds vk;keksa dh O;k[;k 

dhft,A blds leFkZu esa mnkgj.k nhft,A 20 

2- f'kdk;r izca/ku D;k gS \ f'kdk;rksa dks l¡Hkkyus ds fy, 

fn'kk&funsZ'k dk mnkgj.k lfgr o.kZu dhft,A 20 
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3- ekSf[kd laizs"k.k D;k gS \ [kqnjk O;olk;h ds fy, blds 

egRo dk o.kZu dhft,A 20 

4- xzkgd laidZ dks c<+kus ds fy, lapkj esa vk/kqfud 

izkS|ksfxfd;ksa ds mi;ksx dk o.kZu dhft,A vius leFkZu esa 

mnkgj.k nhft,A 20 

5- ^xzkgd f'kdk;r* 'kCn ls vki D;k le>rs gSa \ xzkgd 

f'kdk;r izca/ku dh fof/k dk ¶yks Mk;xzke ds lkFk o.kZu 

dhft,A   8$12 

6- xzkgd lsokvksa dks ekius ds egRo dk o.kZu dhft,A xzkgd 

lsokvksa dks ekius dh fdUgha nks fof/k;ksa dk foospu 

dhft,A   10$10 

7- ldkjkRed laLÏfr ds D;k fl¼kUr gSa \ mnkgj.k ds lkFk 

O;k[;k dhft,A 20 
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8- fuEufyf[kr esa ls fdUgha nks ij fVIif.k;k¡ fyf[k, % 10$10 

(d) ewY;&oknk Dykst (Price-Promise Close) 

([k) fu"Bk dh vknr (Habitual Loyalty) 

(x) xzkgd lsok uokpkj esa vlQyrk 

(?k) iz;ksT; losZ{k.k 

× × × × × 

 

 

 

 

 

 

 

 

 

 

 


