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B. B. A. IN RETAILING
(BBARIL)

Term-End Examination

December, 2025
BRL-109 : CUSTOMER VALUE MANAGEMENT

Time : 3 Hours Maximum Marks : 100

Note : Attempt any five questions. All questions

carry equal marks.

1. (a) What do you mean by customer value
management ? Explain the
determinants of customer value with

suitable example. 2+10

(b) Explain the process of determining

customer value with example. 8

2. Discuss the various factors influencing
customer value generation with suitable

examples. 20
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Describe the process of customer buying
cycle with suitable example. 20
(a) Explain the various factors influencing

customer’s needs. 12

(b) “Understanding customer’s need helps
the organization to serve better.” How ?

Explain with example. 8

(a) Explain the concept of customer value
expectations with suitable example.
How would you develop right value
expectations ? 10+5

(b) What are the factors influencing change
In expectations ? 5

Explain perceptual process with suitable
example. 20
Explain the importance of customer
knowledge. Also discuss the different types
of customer knowledges. 20

(a) Describe various tools for customer
value communication. 10

(b) Narrate the best practices to be
followed while communicating value to

the customer. 10
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9. Write short notes on any two of the following :

10+10
(a) Service quality
(b) Customer loyalty grid
(¢c) Customer retention strategies
(d) Stages in service recovery
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