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BRL-109 : CUSTOMER VALUE
MANAGEMENT

Time : 3 Hours Maximum Marks : 100

Note : Attempt any five questions. All questions

carry equal marks.

1. (a) Explain GAPs model of service quality.
10

(b) What are the benefits of service quality

to an organisation ? Explain. 10
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(a) Describe the linkage between service

recovery and customer value with

suitable example. 10

(b) Discuss various dimensions of fairness

In service recovery. 10

Discuss various technologies wused in

creating customer delivery value. 20

Explain marketing strategies for meeting
customer value management. Give suitable

example. 20

(a) Describe various types of service related

issues. 15

(b) What are various mapping challenges ?
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6. (a) Explain the importance of Customer
Value Management (CVM) for a retail

organisation. 12

(b) Explain the benefits of CVM to retailers
and to customers. Give suitable

example in support of your answer. 8

7. (a) Explain various types of consumer

buying behaviour. 5

(b) Explain various factors that influence

customers buying patterns. 15

8. Explain various stages of the product
life cycle. Also discuss the factors
determining the length and shape of product

life cycle. 20
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9. Write short notes on any two of the following :
10+10
(a) Customer value expectation
(b) The perceptual process
(¢) Customers loyalty

(d) Data mining for target marketing
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1. (%) Hal TUERT & NqH (GAPs) HiEd &I AR
TS | 10

(@) fFet T &1 qar e & A AT § 2
BRI 10
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2. (%) ¥a1 gAWIa (Service Recovery) 3R TRH

g &% o9 % gy %l SIERU dfed
T | 10
(@) Har qAvita # frsgerar & fafy= et &t
RS HITST | 10

3. TEs feclad g § STAM &1 W ATl qehiehi

1 S0 HIfSTT | 20

4. UEHh HI G hl QW HwE & T foque

ol st e SifeT | 20

5. (%) fafv= yeR & qa1 gl qE/anened o

AT T | 15

(@) faf= y&R &1 A (aEfas) gt

FME ? 5
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() Tordl TR FFIl o foT3 Uk qod Yawer 1

T Hecd § ? AT hiflu | 12

(@) UTeeh ed JogT 1 GaU fasharsl q9 Ureehi
HF AT R ? AW IW b gHA H 3fea

ISR TEIA it | 8

(&) Tafir= goR & IuerT (U8 ) Hd STa-R hi
RS HITIT | 5
(@) e FF YA 1 gurfad @ 9 fafu=

! o] AT SifeT | 15

. 3 Sited 9% & fafs= =l %t sare sifsu)

IAE SioF O &l aws (faar) iR AR &

fruffa & o o sl & ot e

HITSY | 20
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9. Trfafead @ 4 fo=i & W dfygw femfoat

fafem 10+10

(%) T o ST

(@) TFURUMHF GfhaAT (Perceptual process)
(1) Uk et
(%) @& fa9oE # e1er AEfam

X X X XX
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