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PART A
Answer All (1 mark each)

1. Explain the influence of service quality on customer loyalty. 

2. List the benefits of brand loyalty.

3. Explain the term ac�ve engagement score

4. Explain the term repatronage in customer loyalty.

5. What is consumer behaviour?

6. Explain the term moderator variable in customer loyalty.

7. Define the term customer loyalty program.

8. Define psychographics.

PART B
Answer any 6 (2 marks each)

9. How business is influenced by values prevailing in a par�cular market?

10. Explain the significance of Basic needs under the levels of customer sa�sfac�on.

11. Write a note on the significance of retension of consumers.

12. Explain the term a�tudinal loyalty.

13. Explain the term subscrip�on based loyalty with the help of an example.

14. Give an example of Impulsive customers.

15. Explain the give to receive principle of customer loyalty.

16. Explain the term �red loyalty with the help of an example.

PART C
Answer any 4 (5 marks each)

17. Explain the importance of customer feedback

18. Explain the three levels of customer sa�sfac�on

19. Difference between Commercial and Extroverted consumer?

20. Suggest a suitable loyalty program for the customers for an ethnic wear shop

21. Does lifestyle is connected with psychographics? Jus�fy your answer.

22. Explain the paid customer loyalty program with the help of an example.

PART D
Answer any 2 (10 marks each)

23. Discuss the efforts of avia�on industry in building customer loyalty with suitable examples.

24. Discuss the factors affec�ng customer sa�sfac�on with the help of examples.

25. Discuss the stages in customer loyalty ladder.

26. Write a short note on Limited Problem Solving.
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