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BACHELOR OF BUSINESS
ADMINISTRATION IN RETAILING
(BBARIL)

Term-End Examination
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 1s Service Quality ? Discuss
dimensions of service quality. Give examples

in support. 20
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What is complaint management ? Explain

the guidelines for handling complaints with

examples. 20

What is word of mouth communication ?

Explain its importance for a retailer. 20

Explain the usage of latest technologies in
communication to 1mprove customer

interaction. Give examples in support. 20

What do you understand by the term
‘customer grievance’ ? Explain the customer
complaint management process with flow

diagram. 8+12

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
(¢) Failures in customer service

innovations

(d) Usability surveys
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