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FIRST HALF
[ Marks : 50 ]

1. AﬁsWér any four of the foilo’wing'ﬁ O 5x4

(a) What do you mean by consumer behaviour ? State

the behavioural characteristics of consumer. 2+ 3

() Schematically explain - with examplé stimulus
response model of consumer behaviour.

(c) “Culture sets boundaries on behaviour” — Explain.

(d) How does reference group influence consumer
behaviour ?

(e) ‘Stituational influence can change a consumer

behaviour and altitude.” Explain with suitable
example. :

(/ How would you measure social class of a
population ? ' '

2. Answer any two of the folloWing : 10x2

) (a) What are the factors which influence consumer
decision making process ? Explain with the help

of anexample. 4+6
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(b) State the major variables of Howard-Sheth model.
Mention the distinct features of this model. 6+4

(¢) What do you mean by altitude ? Schematiéally
explain the tricomponent model of altitude. 3 +7

" [ Internal Assessment : 10 Marks ]

SECOND HALF
[ Marks : 50}

3. Answer any fbur questions of the following Sx4

(a) Discuss the major factors that are involved in
building a successful customer relation.

(b) Explain the concept of CRM value chain.

(¢) Discuss the factors affectmo relatlonshlp
marketing of small firms.

(d) Traditional marketing is being replaced by
Relationship marketing. Explain with examples

(e) Explam the factors which lead to hxgh level of
customer satisfaction.

(f) Writea note on LTV of consumer.
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4. Answ.er any fwo questions of the following : 10x2

{a). Schemancally explain information processmg
system of consumer behav1our State the i impact
of long term memory on consumer decision
prdCess 6+4

(b) What do you mean by e- CRM ?How is e- CRM
dxfferent from conservative CRM ? 3+7

(¢) How would you design a successful CRM model
for satisfying and retaining potential customers ? 10

[ Internal Assessment : 10 Marks ]
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