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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.  

 (ii) 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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3. (a) Describe various factors influencing 

customer buying cycle. 10 

(b) Discuss various types of retail customers 

required to be understood by a retailer. 10 

4. Explain various stages of Product Life Cycle. 

Discuss the factors determining the length and 

shape of Product Life Cycle. 8+12 

5. Why does a retailer need to communicate 

customer value ? Explain the importance of 

customer value communication. 6+14 

6. Explain various factors influencing service 

quality with suitable examples. 20 

7. “Retaining customer in business is economic.” 

How ? Discuss the customer retention 

strategies used by retailers. 8+12 

8. Write short notes on any five of the following :  

5×4=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 

(f) Indices to measure the success of CVM 
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      BRL–109 

fjVsfyax esa O;olk; izcU/u esa Lukrd 

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

l=kkar ijh{kk 

fnlEcj] 2024 

ch-vkj-,y-–109 % xzkgd ewY; izcU/u 

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

uk sV % (i) fdUgha ik ¡p iz'uksa ds mÙkj nhft,A 

 (ii) lHkh iz'uksa ds vad leku gSaA 

 

1- (v) ̂xzkgd ewY;* 'kCn vkSj mlds fu/kZjdksa dks 

mi;qDr mnkgj.kksa lfgr le>kb,A 10 

(c) xzkgd ewY; izcU/u ds ?kVdksa dks mnkgj.k lfgr 

le>kb,A 10 
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2- mi;qDr mnkgj.kksa ds lkFk xzkgd ewY; l`tu dks 

izHkkfor djus okys dkjdksa ij ppkZ dhft,A 20 

3- (v) xzkgd Ø; pØ dks izHkkfor djus okys fofHkUu 

dkjdksa dk o.kZu dhft,A 10 

(c) ,d [kqnjk foØsrk }kjk le>us ds fy, vko';d 

fofHkUu izdkj ds [kqnjk xzkgdksa dk o.kZu dhft,A 
10 

4- mRikn thou pØ ds fofHkUu pj.kksa dh O;k[;k 

dhft,A mRikn thou pØ dh yEckbZ vkSj vkdkj 

fu/kZfjr djus okys dkjdksa dk o.kZu dhft,A 8+12 

5- ,d [kqnjk foØsrk dks xzkgd ewY; lEizsf"kr djus dh 

vko';drk D;ksa gS \ xzkgd ewY; lapkj ds egRo dk 

o.kZu dhft,A 6+14 

6- lsok xq.koÙkk dks izHkkfor djus okys fofHkUu dkjdksa 

dk mi;qDr mnkgj.kksa lfgr o.kZu dhft,A 20 

7- ¶O;olk; esa xzkgd dks cuk, j[kuk vkfFkZd gSA¸  

dSls \ [kqnjk foØsrkvksa }kjk mi;ksx dh tkus okyh 

xzkgd j.kuhfr;ksa ij ppkZ dhft,A 8+12 
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8- fuEufyf[kr esa ls fdUgha ik¡p ij laf{kIr fVIif.k;k¡ 

fyf[k, %   4×5=20 

(v) ckWj dksfMax iz.kkyh 

(c) lh- oh- ,e- ij vUrj&lkaLÑfrd izHkko 

(l) xzkgd ewY; j.kuhfr dks izHkkfor djus okys 

dkjd 

(n) lsok Lrj ekufp=k.k ;kstuk,¡  

(;) lh- oh- ,e- xst djus ds fy, eSfVªDl 

(j) lh- oh- ,e- dh liQyrk dks ekius ds fy, 

lwpdkad 
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