
5357 1 P.T.O.

Roll No.................................

(455) 5357

Printed Pages—3] 4MBA(CC)4/CCE10

Master of Business Administration (CC) (Fourth Semester)

(CBCS) Examination, May/June 2019

CORPORATE CONSUMER BEHAVIOUR AND CUSTOMER

RELATIONSHIP MANAGEMENT

Duration : 3 /Max. Marks : 80

/Min. Pass Marks : 32

Instructions :

1. The question paper is divided in five units. Each unit carries an internal

choice.

2. Attempt one question from each unit. Thus attempt five questions in all.

3. All questions carry equal marks.

4. Assume suitable data wherever necessary.

5. English version should be deemed to be correct in case of any anomaly in

translation.

6. Candidate should write his/her Roll Number at the prescribed space on the

question paper.
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 I/(Unit I)

1.

Discuss the scope of Consumer Behavior. What are the various types of Consumers?

/(Or)

2.

Discuss the following :

(a) Consumer Decision-making Process

(b) Role of Consumer in Marketing.

 II/(Unit II)

3.

Discuss briefly the significance and types of Customer Relationship Management,

/(Or)

4.

What are the fundamentals of Customer Relationship Management ? Explain

with suitable example

 III/(Unit III)

5.

What are the various models of Customer satisfaction ?

/(Or)

6.

What are the strategies of customer satisfaction in current scenario ?



5357 3 P.T.O.

 IV/(Unit IV)

7.

Discuss the following :

(a) Customer life time value

(b) Customer Experience Management.

/(Or)

8.

What are the factors affecting Employees Customer Oriented Behaviour ?

 V/(Unit V)

9.

What are the legal considerations in consumerism ? Discuss with suitable example.

/(Or)

10.

Discuss the following :

(a) Consumer and Society

(b) Diffusion of Innovations.


