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B. B. A. IN RETAILING
(BBARIL)
Term-End Examination

December, 2025

BRL-105 : CUSTOMER SERVICE
MANAGEMENT

Time : 3 Hours Maximum Marks : 100

Note : Attempt any five questions. All questions

carry equal marks.

1. What do you wunderstand by customer
service ? Describe the key points to be
considered for effective selling via customer
service. Give suitable examples. 5+15

2. Explain the different ways of handling
customer objections with examples. 20

3. Explain the customer behavior classification

in detail based on time, type, talk and tone
with examples. 20
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4. What is customer experience management ?
Explain its benefits. 10+10
5. Explain the various types of complainers.

Explain the guidelines to be followed in

handling customers complaints. 10+10
6. Explain the °‘service marketing triangle’.

What are the principles of a positive

culture ? 10+10
7. Why should companies listen to their

customers ? Explain the importance of

customer education. 10+10
8. Write short notes on any two of the

following: 10+10

(i) Strategies for customer  service

Innovation

(i1) Organizational culture

(i11) Net Promoter Score (NPS)

(iv) Types of Customer Loyalty
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