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General Instructions:
1. Answer the questions as directed. The break-up of the marks is given wherever necessary.
1. Marks against each question is indicated to its right.
1. Answer all the questions of a ‘Section/Question’ at one place in continuation.
1. Answers should be brief and to the point. 
1. Do not write on the question paper except your roll number.


        If you’re in the customer service space, you’ve probably heard a handful of these customer service statistics:
· 33 percent of consumers say they’ll consider switching companies after just a single instance of poor service
· More than half of customers have scrapped a planned purchase or transaction because of bad service
· Millennials are the only generation that tells more friends and family about instances of good service than bad ones
· Customers across the board report telling more people about poor service than about good experiences 

 Q1. Evaluate various reasons of customer defection. 				(5 Marks)
Q2. In your opinion can service level agreements (SLA) reduce customer dissatisfaction? Discuss the implication of formulating SLAs							(5 Marks)
[bookmark: _GoBack]Q3. Suggest ways for an efficient customer life cycle management.    		 (5 Marks)

In a market research on hotels by Nielsen, following rating was received by different hotels:
	Rating 
(in range 0-10)
	Radisson Hotel (number of responses)
	Marriott Hotel
(number of responses)
	Sayaji Hotel
(number of responses)

	10
	14
	32
	22

	9
	29
	12
	45

	8
	17
	35
	32

	7
	12
	65
	76

	6
	7
	28
	65

	5
	25
	20
	76

	4
	64
	27
	12

	3
	1
	12
	13

	2
	1
	2
	17

	1
	0
	0
	3

	0
	0
	0
	3

	Total respondents
	170
	233
	364



Q3A. Calculate the Net Promoter Score for each of the hotel mentioned above  (5 Marks)
3B. What inferences can you draw from the Net Promoter scores calculated	(5 Marks)
3C. Provide suggestions to the hotel having low NPS				(5 Marks)
3D. Discuss your criteria for categorizing the customers of in the hotel industry into high cost to serve and low cost to serve customers. 						(5 Marks)
3E. Apply your knowledge regarding the cost to serve customers (being low or high) and the margins earned from the customers (ranging from low to high), to justify the strategy that needs to be followed for different categories of customers. 			(5 Marks)
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