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a. Guarantees
c. Botha&b

Which motives are based on logical
features, benefits and value for mon
a. Emotional motives

¢. Rational motives :
High-involvement and infrequent purch
a. Habitual decision making
c. Limited decision making

Which of the following is NOT true ﬁ J
a. Itvaries from person to person
c. Itis not complex 2

Tangibility
Inseparability
3. Perishability
Variability
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The factors ensuring consistent service delivery are:

" a. Effective branding, marketing b. Sland;rdizing processes, lraining
communications, and creating employees, and implementing quality
tangible cues within the service control measures
environment.

¢. Customer feedback, surveys, and d. Culturally sensitivity, recognizing and
performance indicators respecting cultural nuances in
communication
The delivery gap with respect to service quality gap concerns with .......................

a. Discrepancy between management b. The discrepancy between customer
perceptions and service quality expectations and perceptions of
specifications. service quality. N

¢. Discrepancy between service quality d. The discrepancy between customer
specifications and service delivery. expectations and management's

perceptions of those expectations.

Importance of relationship management:
a. Customer retention b. Customer loyalty
¢. Positive Word-of-Mouth d. All the above

Which of the following cannot be directly identified as a significance of marketing for
the firm?

a. Increase market share b. Building brand equity
¢. Maintains economic stability d. Gives direction to other functions of
the business

The concept of 4Ps was introduced by:

a. NH Borden b. E] McCarthy

¢, ] Culliton d. P Kotler

Who coined the term Marketing Myopia?

a. Theodore Levitt b. Booms & Bitner

¢. John Deighton d. Harvard University
....................... is one of the challenges of Digital marketing,.

a. Search Engine Optimization b. Native advertising

c. Search Engine Marketing d. Algorithm changes

Statement I - CRM focus on a long-term relationship with the customer
Statement Il - Many CRM-oriented activities, such as knowledge management, cannot
be optimized without leveraging the latest technology.

a. Both the statement is true b. Both the statement is false

c. Statement | is true and statement Il is  d. Statement | is false and statement 11 is
false true

............ utility cannot be directly attributed to the marketing function of a business.

a. Form b. Place

¢. Time d. Possession
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