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Suggestion:

> Read 4 star and 5 star marked chapter if you have time shortage to read all chapter.

Must read short notes from all chapter.

» MetaMentor Center suggest to read whole note to find 100% common in exam. We cover
everything in our note.
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Number of
.
Important Details Ques 101_1
common in
previous years
wokdkk Module A: Basics of Marketing 20
ettt Module B: Marketing Strategies and Planning for Financial 21
Institutions
tededes Module C: Customer Relations, Expectations and Building 20
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e Module D: Pricing and Product Development in Banks and 16
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s Module E: Branding: Building Customer Value in Banks and 08
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i Module F: Marketing Channels: Delivering Customer Value 06
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&IRFA I @AIZH e T IFE, O FT ¢ o et anteNe Sre saw e weifEea
FPACO I |

2. AT ORg! : AIENTCR WSS AR Rase 31 | SriRaerwa, wtafes eqfas T e ofe e
TR @3 T T el Toi I Fh0e A |

3. afSrifst : S 1T ST ARIMA G TSI [ (A1 Bl FCACR ©f S 41 | T Al as
T IR ARG ACF ©OiRee @I T efsraifrer Bre AR oy fArem Tafe Face 11t |

4, &R : JiEeT FIRR AR STPRY FACO 0T | TAIRRTHA, AN [T AT FAR SWRCAR AL

sEfesye ot ffse F0e 204 |
5. RS Raw : e Ao AfoAS ¢ et 70 41 | @6 gaw TR A1 aferzm e AR
AfFcaiefe tofd Face i)

6. &S el : To7 o el Wiferer T A G FIRONE AW T (@F: (NN (T ST R0
T eferm Tve i sftmiefts Tsge F |

O3 et AT @R, G FIPLTH GN [F20 (FE (o FA00 21 T AT ARIWA SIS (@RS
AT @32 ISR BIRWIR A0 M T |

er-21 | et ool elferma qretetat Teeifi® 8 Feta=t wis | BPE-99th.
FieeTionee RAee elfeam o @It Bits Neel, (@ IR 31 419 wive:
1. TR Gk RoeEe : JIETeR e vifkwl, eferidl @3 eRers! 7% e 33 |
2. Sy Fefadt : [ote assief I ae w9 o [ufae s, @@ Rem 9 @1 AeeTe! A0S (A |
3. % AW 106 : e fofere o7 FaR o AR arReed e gkt fofe w1 weedt |
4, Roed @ R : auw @ ~AfiFae! tofi e TS [ote et (siey, 357, I G2 &b TRE AF [
I AT S 0o |
5. VIR : I A [foq Siitaet @3 ~afs IR FCa [0 (@FRTE FIS #9110 A |
6. AITY IR TR : TS Ko/ FRGCHF IO G I G SNTATCT S TG 4 |

@3 *mrwsiefE [edee o 9h oafe Mive S TN FFTOI AWM SIwd % 7 Fme FIg (IRIee ¥
TL® FAC© AT I |

e -22 | [t e sieeeiRee
S, e sAffrateli ey Rete feitds Rfon weerd eimimef 39t v | BPE-98t.
=3, Rstel frieem Riew gy Soimim 39t 3967 (S ~AReR_IT o) |
oot Rt Reeds ol Ps Reiffesit 99 v |
w3, AT TN o 2 I FIRBMA 788 I &Y JF JITSTTB Joid @R fdt Toimmelens
IRFAOII S 2
3ot figel 2o o (@Freeflem b (6 1 @Ih @ AT O IS A 249 Q5K T JITF I | @bt 5 Ps
o Srae 41 2w
1. 9% : @i i [fer w0 | @b Physical #ficaat i fofembie wio) 0o oIt | AR wvwecem @ T, (If*8)
@32 S [ e el wfve |
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2. o3 A v | AR IR TR G [EAFICT, TLEMITTR S G A IR TN 4+ fFdfae
@i REIo 41 TEHS |

3. B : @A wAo) fF 71 2@ 1 @b S wwet WAEH/ Physical SR (AF $F IR AR 275FT TS
Q0O AT |

4, &bF : A O ARFWA Aol FoNE e | @fo Rearsiw, septezart, wmfess ffea, e av a3 ke
TS TR ARPE (A |

G B T SRFWT FIR (AR A2 TBE FAI9 T G0 AN (FI¥E (OfF TS GFANL IS A |

em-23 | F0oATas W 2R Yot I Roiel Fret Freirg wienwte Tagaet wie | BPE-97 ™ |
TR G PR LA G2 TG et Rerieadt fFeis fon 272 BPE-98t™
FofTA0 @R 5 TIRRe-a Roteres felfs oo e, 390, F9 @3k 25l @R oRa R 7
1. oy : Feofitat e AT et eme T @ A9, (@S AR @32 @ FEE |
2. A ! TOF (SIFR T AL AFICT, JGIS A AR (GFEs LTI 0o 77S Apefice Gl eme

IEN
3. U : Feeficas IISHR T fafael I ereder SR fofe wa Siemat AT =3 1 oA TR @7 Apele
oy A SO S A |

4, ZF : FCACE0 e AR R it fRremmie e 1 e el e weeEE
91 =W, 74 LA e AfEaref Rgs 14t (15 6x 32 b sritaeafem Mo Sy |

5. @biF : FCoAcab Prefee TR R «3g ori-fofess [Rstatma Tom fieq 9w, @ PRt PR A=
el 7ie, SeTEe R g3 ABTETs S JIRIF A |

TrrRAEa, @I I @ IgEeT FATTITE TANFS TR 7 G BTN WL AT ST FCS A,
T 7T ARFWA IR FAME TF TR G THISTE (Feh I0eq Rt o7

em-24 | o3 e Ifftss Wi TR TWIER ' @b Reww IR GR[T 5 F9F AR F9R | I
I 7 0 #H1TF ©f JYt F%7? BPE-96 * |
R SRR o TR SRR Bie] FCS ML e =7 TS oA
1. 9AY : X S & ARt oo s w9, @ 7S =TS IR 49 emiE, IR
MFEREIIRT TR T BocaN ofes s @32 o eIfRER e |
2. 0 : 2 ~ReEAielE o W 0 W A I g e efferifrens o fdfad 9 =3 | a6 AW 9% e
G WRET SIS WFE TS N O J LIS BIRCR
3. 99 : Reif sxes STy T ot iiefre Serige [erelr s, b IrReR-awa
TR TGN TG I QTG ATHRG (NN MYTs Z0e A |
4, &5 : TRE SereRt aft (T TR AEce OF AR [eew e | e [, sfEenme g
TBEAF @32 TS T I FF | Foid ARTRID oima T2 aes s tofi 341 z@R o
QARG I3 |

Rt e «R reefm Som w2 fiee 303, T IRGTOI TRe SWieoR Fite ee @3 =Rl TFeren
TS /It |

e ¢: ST Rt At e | 93 Sy Rete gt e Rfew Tamm 7 3w e [eee @
tofd wa G @R 7R Rfew cowegie R o3t A w2 BPE-98th

igfae ettt wigeet: Sty et a7l @Eee e I SRPmE & Cof, TR 8 PRI TGe IR
e oo w5 | @fb core it Bifnl @ =em 3T MRt ¢ o Ruead IR 73 | fCfEb@ wiieae @ Tifes
IR TG, ZCAZE G2 FABT AMIFHoL JITE FE FMB THRIE QRFWA FI02 QT 27 | g [otee ez
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TOE, QI (S G ACHAMT &TZF AT T2 ey (v | @t few §1 @ Fiet aafae w7 «RaifRss, afEregs
Sfoss! e F0F, T &ARF 7B Jfa ¢ JTH eFfa [Wive F0a | 779 gl el are SofEfs toft T4 32 alRFma
L ALIZ TR I (Ol |

wigfA i I3 FeiT ARF-F U @i tofs s
a3 Sgfe [t g [Jien Tome Age F@ ART-Fas @FHE (o I | 92 IR AIRARIE!, @A,
ST, TGFOFRT ¢ &IRIAT T FAGH AT |
wigfae Retds IR T TAMI 8 CORIITIER Bi:
1. RIS (Suppliers):
o IR AR T AT SoAFI, 5 G4, efE «qe LT AR 7 |
o 79 8 (TR NCANCT B! A0 |
2. TR Ae 8 afSdia:
o MG Al BT FCH &R HIRAT (@R & |
o aFifE® #Ady ¢ Tl feeEn e, Al &TRFma TAEIA |
3. & dBiR 8 @it (Market Offerings & Communication):
o T ¢ AfSHNGTE MM, ATAIZT BTN, GUST WACHED | (@RIRA pifme wfee= (MFS)
TG 11 AR FCS |
4. R wggeed (Marketing Intermediaries):
o U ¢ R ReaE 77e I G2 &I AP @11 (oA’ W |
o BT @A @ fefebie (AT @Rl Rt st T=2aTRe 93 |
5. 9fftz=re =& (Environmental Forces):
o (TN, wtafes, offfraiore, efeere, qEiafes 8 AWfeE AfReqeEia M W@ @ea
TR |
o fTERife ¢ agfeq AR M AMEdT @ R @Fe s Facs 27 |
6. T AIEW (Value Addition):
o TSI CHRRITIA OIne (Nerd SIS Ao FCd, T ARCIR T THO FAC© AR A |
o &P BIfFAT A & WS THS Afoeew| @nie WHe Fl 2 |
7. % g~ (Relationship Management):
o I CHIRTIRR IS ARCAMS] &A12S &2 oo |
o WIECTAMR IE 98 B0 @S @ AT N AL (ST 59l = |

o Qu: (AT 3R &R GRRIR T #H1e forge |

e ]! (Service) &RF @]l (Customer Service)

@ | S ¢ AT efodits o1 Fre R0l BIhl &l OB o1 2 G TR FRA@,
(ST, A @S G (25 AR (A&7 | @ ATAT TG (e, JfS SAfIBIE |

Al | (AW @, Ao, SATS 8 TG LT 2] | ARFTA I &wie, [feTe A T
TG | T TopiN TEPS |

AR | &1RS T4 WS Aty A @RI HIRE FCI | T, CPICH 1 RTBIRCACE NG (A (A

Y I RS AN |

Ty | SR G SIS AN @RI 4 | aRF MBE ¢ Ty e Fare o

(O Il (11 &l <1 |
FITA | &A1 WAL S ARG &) SRR | ETF 40T A ¢ T &ZF WA SPg)el
e @3 oI AN Cof A |
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ot {q: IR AT CRIF ¢© AR A6l Tat F GIR Qe A1RT BB 8 Ares Foid eeike Fw@? BPE-
99th
IR TS GTAR weto[® N AT @lyi= @t =t feprearerel (Reliability), et @wis (Responsiveness), fsaet
(Assurance), gwfiel (Empathy), @32 7=5et (Tangibles) |
1. f=eErret (Reliability):
o elfseps @l el 8 AT v TR w5l |
o alXS AT FICFA &fs faeT Boiw I3, [ Agorey AT |
2. el @vis (Responsiveness):
o WO 8 WA ¢l e ive w41 |
o MMy it ez T2 AL Y3 I e alRF RN 4 A |
3. f¥o@et (Assurance):
o T INFTOIWMR I, WSl G2 CNEeT ATRFTI B! I |
o T &R e W1 W IR, O Ol IR (TR LI (A1 e W) 23 |
4. wraf¥et (Empathy):
o &RIMA JE© A ST G2 oW BifRAl @RI |
o TS AL tofd 20T @RI Aerey i A1 |
5. et (Tangibles):
o WILFF AR, *= [y, fEfent qd @32 Sy (ofe TomiH SRies Sfvsee] TFe I |
o SRR @ (MR AR aRS A& e |

R AT FRFTOIE ARG I @lzS 403 A1, TSABF 47 @AbIA 32 JITFF Aecamr e e w8
Ll

et Qp: [R=l97 @it (Marketing Strategy) St? «ft @ifd afediti= oy &= eFe=9? BPE-96th

fRo(er FTeia1 =1 ArCRAm AfREEA!, [ WS AfSHmet aRs S, T7Jers! 432 4T3 ALF T IR I |

O3 7T @ ffae, AR sty ¢ AR T A @3 fefmE M, @ifee @3 RS T GBI Teel
TN Bt Awmesm Mg [T egfa Moo i |

T fEBITTR &0 RN Fa v
1. &R 7@l (Customer Engagement):
o eI B RIECIAM 4% ¢ T Cofd Face FZFe! FH |

2. afewierEe 3<4e (Competitive Advantage):
o IIHE NG i 8 HAHTIR TGN SN ([TF 5JF FACO ARG I |

3. @® Aol (Brand Awareness):
o JTSITA IS TR G2 SRCF SF! SEC TR I |
4. e I (Revenue Growth):
o TE AT AFH @ FTES THF (ofd IR LA T AT |
5. IEng A=2ARe (Market Expansion):
o oA A At 3 [ifew airs @ifaw Ficz siiwte 7R 6 |
6. fv@Es 7=fS (Regulatory Compliance):
o SIfAF Rteta e FAAES NS (N 5417 frozet oiF |
7. &iRF 43 ARt (Customer Retention):
o o wers ares R4l (Loyalty Programs) € i G M AR F=o o™ e |

G5 *fEE sty (FTeiat ARl efn e 30, aTRFR A T P I3 93 S 2ITS =St @7 Torgram
I |
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o Xp: TS AfSHer JeT AIFITTR IR (AT TF AR IR FF 8 &12S TFRH o Iw?
S oDt aRe TefE 8 Sere; [Afte T3 1 AReRm el Ifa 33 | «fb fAaffie Som wfere za:

1. ©xe &izs 0 (Superior Customer Value):
o AT HF ¢ ARTIA Wi T ACS &IRF KT FILIA G141 &R I |

2. Mwawqﬁ (Increasing Share of Customer):

o0 OITH ARIE AFIEF Ao JARE TS 1, @ Aot 726w AR @ (@6 TS |
3. &RFR W&k 7 (Customer Lifetime Value - CLV):

o O EIRTFA A AN AL T (G FHCTR o5 AR 4 |

4. &rF ¥FEH (Customer Equity):
o I ETRCHA G A (B AT, [ AR J1w 5 36 |

2RI HIRA @I ¢ TEA! #i¢lf TR G 1T ARCm! AfLF @3 FFve Fce 2a 93z T AT
{09 IO AT |

& vo: "eliRT TTER fAS T T Toterd IS SRTTT ST TAIN (5 -3 =7 - iy 3% | BPE-99th
arEe TER Fyfad T W GRR Tolerg s e (Perceived Performance) €32 &iids @oiia (Customer
Expectation) $& LT |

1. 3% Toiera ST AT A T — @IS e AT |

2. 3% Bolerg TAwIAS G G A 7 — @RT TOTS @B A WS 20 |

3. X Tolerg IHwAS AT BT I W — &S SITE2 TA |

e efSSiTeata oy aize Tefd Tre Fa7 T
o STy 8 v et fve w4
o To% ¢ Fe i 3 AR 4 |
o TR A IWF AN GIR TIT T e w40 |
o SR A JIFH TS AR AT ¢ TS G @AW 4 |

oyl S A1 O (@ GTAT @RI FACE, TS AP S°1) MBI, &S 403 LS 3R WIS 1N I FA0o
A |

e 0y: Jred @Rl (Market Offerings) sieset 4 | BPE-99th
a7 ekt (Market Offerings) 2 =5, 11, o It wfdweeR F=fge JREAM, I AT 5ifkwt © Tt el &g

RESEICR S E
af6 FREE AR G Mg AT W, IR [fon 74 vy F@:
1. <% (Products):
o (TN FETREH, ALPTAIR@, R — Tl (S1® @ I |
2. @1t (Services):
o @ e, T, RIC5F AR — A S @ T QW I |
3. Y ¢ g7t (Information & Ideas):
o (A TEEeTS! &b, i ERE FHG T, ARTES G|l |

4. wfdeel (Experiences):
o N RN o, G ¢ Rrame ATe &S wieewe! |

SIS AfSPmere IR AVRER NG AW AT, GTA! @FIF 8 473 AL A1, [ &RF TEB 8 Aqore] Jfars
ARTSF |
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Q-32. Jiefee-«@ e wifkg @ tafewet & ¥R f&fver @RiE? SioeR & fe )

1, Afe-a ANES wifFg @32 feTer @ [Fam w7, Ffne R T T |

Tt T ERIE—TICF TSR FANT IS IR WY, @9 WRE IR do e, AR T Tonif g
(AT @RI FIEECT A 8 WRATS ABA, (@ ATFA AT SR = T, FATS (AT [ A1l |

A =it foal Ifere it =t I:
1. S TifEe mifg TNEREnd FRge; (Wiewel HieeT e Sivad oo e |
2. IifR: Afeset afsmtra Feee elarey; FANIEs wiftrg 3261 TG G |
3. AGRILFS: (AfoF©! e (0 RIfRg; ANES ARG AP (FRTS |

Q-33. R o7 TeaifRe M i e

@1 Rtz wea @vfers 8% P (Product, Price, Place, Promotion)-«3 3% @ike o6 P & 2R | 9@t R0
1. People (AF): I € &R A6 G A SR (A |
2. Process (afert): o1t emiw afew @w=: F8 oo, senze e o™ |
3. Physical Evidence ((3® &4): fereptets, 3w, Fica sroredie «{f e Tosi 11 allzee =gl g (oI |

G% 9 T G T THIE @ &S TEE e Fare JRES |

Q-34. AT TF IR T AARISTANT — GFT JIG*F FONR GR ARISR A Of e @Froie ezt F30© AAca?
1. SR AT @R FEfire Tomre @ oima Jww AT @R |
2. &7 I9F: CRM TG SRR LT &ea< Sbae [Reaad a3 oo |
3. IR effrdt: AR TR FAE ARSI € To FB! (MGTR Tl (o |
4. FRY NS ARG AT FRCS IR TR G A SAR |
5. fNaf® ceicate: ciene e, @ames ¢ 3-TNR0ea e &IReF 03 AL T |

AR (AB:

-0y, 79 Fhifee: BPE-98™
Aoy ARG FET 2R & @ ey 2o W fom toft T afea T erema T I FE@ @ | 9 G GO
GRMBINE T, TN, SR, b9 el @i mze st weee T b afstmfior (@ wEm 6 | FIEeal

@ifde Fgfs, wrgl @3k afzloyalty Cof FaCe 7RIFS |

Tz e, Apple's branding @9 g ©iF SEPP G, LS #ioy fTeg, @3 TeRw ¢ wosio Nee SofF fofe
I G AT Kot IS S@we | I3 &ARFA Apple T @Are AF, o @b &AfEw o@3fE 93z « 3 Tre
IR WO A IS I3 | =& 1o @i Reww i, T arrFloyalty @3 Iremca @b afsrifrenere
AR @M FACS 2ATF, A JIARS @FHER G @Gy 7 |

em- 02, Trizad 9% g3 I3 RBMAB @t AR 326 |

ST, BT e R8fG (41f<€E) | BPE-98t.

JIART FEMG @ @ e @R g Ieea eforlae! TR To7 vl 303 | AegAel b Fren
AT FACS TR (@I 94 1 AR w7 F90e 2@ G2 FroN J (1R WS I 0 AIRds W @ «id
QTS T (T TAE TS (T | THIRReF, G (A PRI A7) 6L B9 GBI T G (FI¥ET
MY O ez, Foy fufad, [Ketaq «ae eqet siee Praeef oege A | @ R mafe afsl 28t
IS O [ A T 7% T WS To 1 T |
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am-oo, TSR AFH |

A5 e 2o (S #Itelia =ifre sy ERTe abir a3 [Riga o it 3 1| afb i, Trgrem, frm gz
PHifAD Tenfia wrel el i @3 TEE AFTARSE 90 @I @ ofid oz e | o Frveferm st
SRR BIfRAI R, T W 1 @i T G G T4 20w 91 SIS | AT Ao &fiEg "a B e
R ey, 7, B, &b, TR, aAfE, a3 WA e | Srzaesdl, 9 (ZIE S SRS W, I5gl Sore
3 ARG TIZ &6 FACO AN, AT XSG G2 TSR Tenfa J2ia 6 @A emq 0o AN |

IR A M2 P @32 @rF loyalty 710 Fawe TRES, FfFe 3@ @ FWoa ERIG Joe Ko Rasat
A G- FFAIN IR IR A G {1 F19 Tl A0 |

&®-08 | FAFAR [oAd

TP ot 9H @ @A G Ao A ARTIIR BIER & ArRFW AN A @aetet Fed | B Restorwa
TS TG G FA AR, qTS 0T, (e, I 51 I 20107 IS N0 BT LT SRS SATIIN T ATSTCeT!
TS | 7 T& SATN T 3 O 7% e aizsma Iz (AR, Srwa Sty *mewet fre Seonfs 1, @&
G o) @1, 9 SRR Sy HAZA S T4 A GF ZCOCH @A F |

Tz, @ IR FIPI WA SRS @FAPIGR T o F0a oifam 1z argdmia @3l 2w AT A |
ETRFAR AR FAPIE IToF 9[08 (Tl IR OIHAP ARSIl ST ey Tt f[oiee FEee |

@™-05. - |

2, fEfebmE e anme wffos, s a1 AR AbiaR o SIFeEs b 3R TRENFR IR @RI |
qre EIE SR Wb, J0E TR, A 2fem SFeTRe™E (SEQ) @2 Seerzs Re@iiee o (e wive | 3-
TR IIASEACE JISA @SR IR A THFOR AL IR R ABfere [oiew safon goria I = (AT=ies 7%
I

TaTRRerFA, @I (RIG T O SR 3R ACER SR &) RTEeita tofk a1l [eaivmefer e 8=y arRas
T TS T iRl G F0s #AE | R-NFh-a7 TBRBS &Pl ez Al R Ty, afefen ez
32 HRTOTE &S] 432 &TRF eWeferd MR wo [Fo @Fmelns sferiiere Fa= srEfe @R |

Q-06: W=FHe MRt (Marketing Myopia) — BPE-5th

WITRBR AR IC0 @RI ISRAGOTAY TAE 37T AT 8 ARl 7iFef, @A @At ef S wya@ 2oy
e s e o, g e o viftnt ¢ TefEe Raw ewe ¢ 711 @R qRenfo aaw Sorgiem waw i
Mo e fRewa @SB (Theodore Levitt) | 739 @It afdi sy o= 1o f w1 301, 58 G2 #tem= e
T It BB AR I TP AL Z0= O @I I, I ST AKCHAT JL = |

THIRATR, (@I @S @ 7 ©itd o)l (@99 (@ IR A Tivs, g 3767 o Rz GRS T8—
SIRCE Ol SRETSR LN 33 B A |

T el 2 efepmes frers e Fare 29 ez SRt SeEidt, eqia @ o e[ [{fE sz or fofers
T | AN e ZCS 0, @Y [T AT G ares TeB3 andey frs 27 |
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