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B. B. A. IN RETAILING 

(BBARIL) 

Term-End Examination 

June, 2026 

BRL-105 : CUSTOMER SERVICE 

MANAGEMENT  

Time : 3 Hours  Maximum Marks : 100 

Note : Attempt any five questions. All questions 

carry equal marks. 

1. Describe the concept of customer service. 

What are the elements of customer service ? 

10+10 

2. Explain the importance of product 

knowledge for a salesperson. How can you 
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build product knowledge in retail 

environments ? 10+10 

3. What is service quality ? Explain the factors 

influencing the expected quality of the 

customers.  5+15 

4. Define customer loyalty. Explain the recent 

trends in customer loyalty with examples. 

5+15 

5. Explain the different strategies of service 

recovery in retail market. 20 

6. What are the benefits and attributes of team 

work ? Explain, in context of retail. 20 

7. Explain the different types of methods in 

detail for measuring customer services. 20 
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8. Write short notes on any two of the following : 

10+10 

(i) KPI's of the customer service 

department 

(ii) Failures in customer service innovation 

(iii) Challenges of customer communication 

through technology 

(iv) The complaint management process 
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ch- ch- ,- (fjVs¥yx) 

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

l=kar ijh{kk  

twu] 2026 

ch-vkj-,y-&105 % xzkgd lsok çcU/ku 

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

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

leku gSaA 

1- xzkgd lsok dh vo/kkj.kk dk o.kZu dhft,A xzkgd lsok 

ds rRo D;k gSa \ 10$10 
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2- fcØh O;fä ds fy, mRikn Kku ds egRo dk o.kZu 

dhft,A vki [kqnjk okrkoj.k esa mRikn Kku dSls cuk 

ldrs gSa \   10$10 

3- lsok dh xq.koÙkk D;k gS \ xzkgdksa dh visf{kr xq.koÙkk dks 

çHkkfor djus okys dkjdksa dk o.kZu dhft,A 5$15 

4- xzkgd fu"Bk dks ifjHkkf"kr dhft,A xzkgd fu"Bk esa gky 

ds #>kuksa dks mnkgj.k lfgr le>kb,A 5$15 

5- [kqnjk cktkj esa lsok iquçkZfIr dh fofHkUu j.kuhfr;ksa dh 

O;k[;k dhft,A 20 

6- VheodZ ds ykHk vkSj fo'ks"krk,¡ D;k gSa \ [kqnjk (fjVsy) 

ds lUnHkZ esa le>kb,A 20 

7- xzkgd lsok dks ekius ds fy, fofHkUu çdkj dh fof/k;ksa 

dk foLrkj ls o.kZu dhft,A 20 
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8- fuEufyf[kr esa ls fdUgha nks ij laf{kIr fVIif.k;k¡ fyf[k, % 

10+10 

(i) xzkgd lsok foHkkx ds ds- ih- vkbZ- 

(ii) xzkgd lsok uokpkj esa foQyrk,¡ 

(iii) çkS|ksfxdh ds ek/;e ls xzkgd lapkj dh pqukSfr;k¡ 

(iv) f'kdk;r çcU/ku çfØ;k 

× × × × × 

 

 

 

 

 

 

 

 

 

 


