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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 



 [ 2 ] BRL–109 

C–3361/BRL–109 

2. (a) Describe the linkage between service  

recovery and customer value with 

suitable example. 10 

(b) Discuss various dimensions of fairness 

in service recovery. 10 

3. Discuss various technologies used in 

creating customer delivery value. 20 

4. Explain marketing strategies for meeting 

customer value management. Give suitable 

example.   20 

5. (a) Describe various types of service related 

issues.  15 

(b) What are various mapping challenges ? 

5 
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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 

(c) Customers loyalty 

(d) Data mining for target marketing 
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ch- ch- ,- (fjVsfyax)  

(ch- ch- ,- vkj- vkbZ- ,y-) 

l=kar ijh{kk  

twu] 2026 

ch-vkj-,y-&109 % xzkgd ewY; izcU/ku 

le; % 3 ?k.Vs   vf/kdre vad % 100  

uksV % fdUgha ik¡p iz'uksa ds mÙkj nhft,A lHkh iz'uksa ds vad 

leku gSaA 

1- (d) lsok xq.koÙkk ds xSi~l (GAPs) ekWMy dh O;k[;k 

dhft,A  10 

([k) fdlh laxBu dks lsok xq.koÙkk ds D;k ykHk gSa \ 

le>kb,A 10 
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2- (d) lsok iquizkZfIr (Service Recovery) vkSj xzkgd  

ewY; ds chp ds lEcU/k dks mnkgj.k lfgr 

le>kb,A 10 

([k) lsok iquizkZfIr esa fu"i{krk ds fofHkUu vk;keksa dh 

O;k[;k dhft,A 10 

3- xzkgd fMyhojh ewY; esa mi;ksx dh tkus okyh rduhdksa 

dk o.kZu dhft,A 20 

4- xzkgd ewY; izcU/ku dks iwjk djus ds fy;s foi.ku 

j.kuhfr;ksa dh O;k[;k dhft,A 20 

5- (d) fofHkUu izdkj ds lsok lEcU/kh eqíksa@leL;kvksa dh 

O;k[;k dhft,A 15 

([k) fofHkUu izdkj dh eS¥ix (ekufp=.k) pqukSfr;k¡  

D;k gSa \  5 
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6- (d) fdlh [kqnjk dEiuh ds fy;s xzkgd ewY; izcU/ku dk 

D;k egRo gS \ O;k[;k dhft,A 12 

([k) xzkgd ewY; izcU/ku dk [kqnjk foØsrkvksa rFkk xzkgdksa 

dks D;k ykHk gS \ vius mÙkj ds leFkZu esa mfpr 

mnkgj.k izLrqr dhft,A 8 

7- (d) fofHkUu izdkj ds miHkksDrk (xzkgd) Ø; O;ogkj dh 

O;k[;k dhft,A 5 

([k) xzkgd Ø; iSVuZ dks izHkkfor djus okys fofHkUu 

dkjdksa dh O;k[;k dhft,A 15 

8- mRikn thou pØ ds fofHkUu pj.kksa dh O;k[;k dhft,A 

mRikn thou pØ dh yEckbZ (foLrkj) vkSj vkdkj dks 

fu/kkZfjr djus okys fofHkUu dkjdksa dh Hkh O;k[;k 

dhft,A   20 
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9- fuEufyf[kr esa ls fdUgha nks ij laf{kIr fVIif.k;k¡  

fyf[k, %   10$10 

(d) xzkgd ewY; vis{kk,¡ 

([k) vo/kkj.kkRed izfØ;k (Perceptual process)  

(x) xzkgd fu"Bk 

(?k) y{; foi.ku esa MkVk ekb¥ux 

× × × × × 

 

 

 

 

 

 

 

 


