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Special Note : Word limit for answer of each question is 250 to 300 words. 

Note : Attempt any four questions from Section A. Each question carries 15 marks. Section B 
is compulsory and carries 20 marks. 

Section A 

1. Discuss the features of services and challenges faced in marketing of professional services due to 
their unique characteristics with suitable examples.  

2. Briefly explain the distribution and promotional strategies used by Banking Industry to increase 
their sales. 

3. Explain changing structure of Retail Markets in India. What factors are responsible for growth of 
modern retailing in urban markets ? 

4. What is the importance of people, process and physical evidence in Service Marketing ? Explain 
with example from retail sector. 

5. Explain the various functions performed in Retailing with suitable examples. 

6. Write short notes on any two of the following : 
(a) Future trends in Retailing. 
(b) Applications and limitations of Service Quality Models. 
(c) Service Marketing Strategies. 

Section B 

7. Read the case given below and answer the questions : 
SmartTech Digital Stores 

SmartTech was a consumer durables and information technology chain of stores from a leading business 
house. There were around 1200 Stores in different cities in India. The stores were spread across the states 
of Maharashtra (Mumbai, Pune), Gujarat (Ahmedabad), Delhi NCR, Karnataka (Bangalore, Mangalore, 
Mysore), Tamil Nadu (Chennai, Madurai, Salem, Coimbatore), Rajasthan (Jaipur, Udaipur), Telangana 
(Hyderabad) and many more states. 

The stores housed lifestyle and household electronic products like Smartphone, Ultrabooks, Speakers, 
Cameras, Tablets, Laptops and smart TVs among others. SmartTech had also launched its private label of 
products. The private label product range covered over 200 products, from the latest large-screen LED 
TVs, Star-rated Air Conditioners, Washing Machines, Smartphones, Tablets to household appliances and 
personal care products. The entire range came with a 2-year warranty. 

Shoppers visited SmartTech stores to discover, experience and buy a range of products. The stores offered 
more than 150 international and national brands and over 4000 products. The stores provided touch and 
feel experience with the latest products in specially designed Experience Zones for high-end entertainment 
systems like home theatres, televisions, home and car music systems. These zones simulated an 
environment that brought the best of each product alive  thereby guiding shoppers to make the right 
choice. Shoppers experienced the best potential of each product in an ambience that simulated their life 
style. These stores also provided good advisory and after sales service support. 
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Rohit Singh, CEO of SmartTech stores, on his disguised visit as customer to one of the stores in Mumbai, 
observed the store to be very crowded and long queues before checkout counters. Shoppers were getting 
irritated and restless while standing in the queues. He also overheard the shoppers saying “we often do not 
get complete information on the new electronic gadgets and even staff members were not as nich now as 
they were earlier. We should now start buying products online.” One customer was also complaining 
about poor after sales service. Listening to the shoppers’ conversation Rohit himself went to one of the 
shelves and asked the staff members to explain technical features of the product and give a demonstration. 
He was also not satisfied with the staff’s responses. He also observed that some of the latest launches of 
mobile phones and laptops were not available in the store. He was reminded of his experience from an 
electronic store which he visited on his last trip to London and was surprised to see the use of technology 
in managing store operations and customer service. 

On returning back to his office from the store, Rohit thought of taking serious measures to improve 
customer satisfaction levels. He called some senior managers to discuss and resolve these issues. 

Questions : 

1. What are the critical issues leading to customer dissatisfaction ? 

2. What measures can be taken to resolve the problems and improve customer service ?  
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