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B. B. A. IN RETAILING
(BBARIL)
Term-End Examination

December, 2024

BRL-109 : CUSTOMER VALUE MANAGEMENT

Time : 3 Hours Maximum Marks : 100

Note : (i) Attempt any five questions.

(it) All questions carry equal marks.

1. (a) Explain the term ‘Customer Value’ and its

determinants with suitable example. 10

(b) Explain the components of Customer Value

Management with example. 10

2. Discuss the factors influencing Customer Value

Generation with suitable example. 20
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(a) Describe various factors influencing

customer buying cycle. 10

(b) Discuss various types of retail customers

required to be understood by a retailer. 10

Explain various stages of Product Life Cycle.
Discuss the factors determining the length and

shape of Product Life Cycle. 8+12

Why does a retailer need to communicate
customer value ? Explain the importance of

customer value communication. 6+14

Explain various factors influencing service

quality with suitable examples. 20

“Retaining customer in business is economic.”
How ? Discuss the customer retention

strategies used by retailers. 8+12

Write short notes on any five of the following :
5x4=20

(a) Bar coding system
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(b) Cross-cultural impact on CVM

(c) Factors influencing customer value

strategy
(d) Service-Level Mapping Plans
(e) Metrics to gauge CVM

() Indices to measure the success of CVM
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