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SECOND SEMESTER B.COM. (RETAIL OPERATIONS MANAGEMENT)
(REVISED NEP) DEGREE EXAMINATION, JULY 2025
PRACTICAL ON CUSTOMER LOYALTY AND RETENTION

Time : 3 Hours] [Max. Marks : 80

Instruction : Answer all the three Sections.

SECTION - A
Answer all the questions. Each question carries 2 marks. (10x2=20)

1. What is customer loyalty in organized retail ?

Define Customer Lifetime Value (CLV) énd its formula.

What are the five dimensions of the SERVQUAL model ?
Why is customer journey mapping important ?

Name three types of loyalty programs used in organized retail.
What is the “Net Promoter Score” (NPS) ?

How can retailers improve superior customer service ?

What is the significance of post-purchase engagenfent ?
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What metrics can retailers use to measure loyalty program success ?
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. Why is documentation important in retention strategy projects ?

SECTION - B
Answer any three of the following : (3x5=15)
11. What are the impo.rtance of customer loyalty and retention in retail ?
12. Explain types (needs) of customer segmentation in retail.
13. What are key components of personalized communication ?
14. Discuss focusing on enhancing customer satisfaction.

15. What are the metric can retailers use to measure loyalty program success ?
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SECTION -C
Answer any three of the following : (3%x15=45)

16. Briefly explain customer satisfaction and loyalty models SERVQUAL and Kano
models in retail.

17. What is “Net Promoter Score” (NPS) ? Explain methods and significance in retail.
18. Discuss guidance on preparing the detailed report.

19. Explain how customer complaints were handled. How did the resolution process
contribute to customer loyalty ?

20. Discuss the role of customer service in building customer loyalty. How can poor
service affect customer retention ?
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