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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 1in  retail

environments ? 10+10
What is service quality ? Explain the factors
influencing the expected quality of the
customers. 5+15
Define customer loyalty. Explain the recent

trends in customer loyalty with examples.

5+15

Explain the different strategies of service
recovery in retail market. 20
What are the benefits and attributes of team
work ? Explain, in context of retail. 20
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

1 KPI's of the customer service

department
(11) Failures in customer service innovation

(i11) Challenges of customer communication

through technology

(iv) The complaint management process
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1. TTesh 9T i STAURON 1 U HifST | UATesHh Hal

HITRNE ? 10+10
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o (al o

ot =afe & fou SO I0 & "™ ki 9uH

ST | AT TEU ATAERY H I TF il o
T § ? 10+10

. a1 T TUEI T ? WEHI i STUTET T[OET hl

JIfeId ShTA oot Sheh! a1 S0 ShITSTT | 5+15

. e fear =t aRenfoa wifse ) e s § &

& T h! IaTELU Hied HHAET | 5+15
. EEU IR H da1 gAvita @ fafe= woEifaE o
ST IS | 20
. ek & e SR faRiward = € 2 geu (Rew)

& g U Iy | 20

. UeH a1 & 9 & fou fafvy= ger =i fafE

1 forar 9§ goie ifsw | 20
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8. Tr=fafed #§ ¥ fogl af R gfara fewforat fafem

10+10

() URF Ha faumt & . ot ITE.

(i) TTEH Fa1 TR H faherand

(iii) JTENTTeRT & HIEAH & Tk TER i AT
(iv) TereRma gemem gfean

X X X X X
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