Third Semester MBA Degree Exij‘imi‘ghation, June/July 2019
Consumer Behavior 4

Note: 1. Answer any FOUR Jull questions from QI to Q7.
2. Questzon No ‘8 is compulsory. y

Define consumer behavmr

50, will be treated as malpractice.

: 1 a
go b. Briefly explain the various benefits of consumerlsm
%" c. Explain the rights and responsibilities of consumers.
s
i Il -
= o0
g § 2 a. Mention all the internal and external factors influencing consumer behavior.
§ &b b. Briefly explain the four views of consumer decision making.
258 c. Explam the input-process-output rnodel of consumer demsmn making.
2 5 3 a. Define brand personality with an example.
£ g b. Define perception. Explam the various elements of perceptlon
s 8 ¢. Briefly explain the McGulre s psychologlcai motlves
o T
&8 ™ %
£2 4 a Define consumer learnmg Mention its' elements
25 b. Explain the Elaboration Likelihood. Model (ELM) with neat dlagram
;5 .:2 ¢. Discuss i in detall the dynamics of perceptlon ooy,
a &
o
g2 5 a Deﬁne social class. j
Z 2 b. - Define sub-culture. Describe the types of sub-culture
£ E.; ¢.. Explain the cross culture marketing problems in India, with an example.
e il
<% 6 a Listthe types of reference group:
g 5 b. Briefly explain the methods for measurlng opinion leadership.
8 5 c. What are the stages in adoptlon process? Explain.
-
2 7 a. Define motivation.
E . Write a note on lmportance of customer satisfaction and customer commitment.
§ c. Explain the strategles for building relationship marketing.
E
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CASE STUDY [Compulsory]

The XYZ online selling company got a mobile order from Mr. Ramesh who prepaid

the amount for ordering the mobile, online.

The seller delivered the product with all the safety measures and package in time.
After two hours of delivery made, the corr;gany got a call from its customer Mr. Ramesh
who accused for delivering a tile in the pack in place of the mobile which was ordered. The
tile was almost of same size and weight as that of the mobile which Mr. Ramesh had

ordered.

Questions :

Based on your knowledge and experience, g1ve your view, whether online purchase is safe

now a days Ju (04 Marks)
Do you thlck that the customer was rlght? Justlfy your answer. (04 Marks)
What safety measures can be taken to avoid such cases?

1) In the favour of customers X

i1) In the favour of sellers. y \ T (08 Marks)
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