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1. INTRODUCTION 

Customer engagement is the means by which a company 
creates a relationship with its customer base. It is the process 
of actively building, nurturing, and managing relationships 
with customers. It is an on-going value driven relationship 
between a customer and a business, which is consciously 
motivated according to the customer's reasons and choices. 

Contemporary Marketing is the process of creating, 
maintaining and enhancing strong, value-laden relationships 
with customers and other stakeholders. It is based on a 
premise that important accounts need focused and continuous 
attention. The purpose is to establish, maintain, enhance and 
commercialize customer relationships (often, but not 
necessarily always, long term relationships) so that the 
objectives of the parties involved are met. This is done by 
mutual exchange and fulfilment of promises. 

Customer engagement enables the best known marketing 
strategy for a building block for contemporary marketing. If a 
company promotes contemporary marketing and shows 
interest in building more relations with its customers, thereby 
increasing customer engagement activities by organizing 
functions, events and various other activities, the customers 
also feel more connected with the brand.The pros of customer 
engagement is that it results in reduction in advertising cost 
since strong customer relationship leads to positive word of 
mouth marketing which further helps business to gain more 
leads, they are more likely to accept price rise as they trust in 
your products and services, it is less likely for a loyal 
customer to switch to the competitor. 

The cons of customer engagement is, it takes a lot of time 
and work and the results pay off over the long term, you may 
miss the chance of interacting with new prospects, the 
established customer may start taking you for granted. 

It is necessary to deal with the pros and cons of customer 
engagement as there is a very fine line between friendship and 
business. 

2. INDUSTRY EXPERIENCE 

After working in the business for 3 years, the experience I 
have about the industry speaks about how customers can be 
dealt with to fulfil the business requirements. Downfalls will 
continue to exist but it is very important to overcome those 
and move forward. A polyester film manufacturing company 
has its spread all over the world and they are into the export 
business. For customers to even understand the language of an 
Indian used to be a great task especially when the customer 
does not know how to speak English. 

The strategies to deal with issues in the B2B industry is to 
develop relationship as much as possible so that when the 
customer has problems, he first approaches you with it instead 
of directly going to the competitor. 

Sales is a tough field in which a lot of factors matter like 
product, quality and distribution but pricing is always a 
sensitive issue for all the customers. In each and every 
contract the customer will always negotiate the price and try to 
get as low as possible as every penny discount is his saving. 
FMCG sales is very different from B2B sales merely because 
of the ways to deal with a customer. The FMCG industry is so 
huge that the pricing and products are decided at a much 
higher level and it is standardized. Customer relation does 
play a part in the sales of the product but it is faster and 
required in B2B business. Businesses usually require top 
qualities for selling its product one of which is the product of 
the company should be better than its competitor. The factor 
that overpowers product quality is usually the relation that the 
company has with the customer. 

JBF RAK LLC deal with a lot of overseas customers and 
has a huge sales team who travel to accomplish targets, sell 
the product and to stay in continuous contact with their 
customers. They even invite customers to visit their premises 
and view their production lines which makes the customer feel 
good about the business and in turn gives them confidence to 
order material. Personalized tough and customer engagement 
via site visit builds a lot of customer loyalty. That is one of the 
major benefits of understanding and doing B2B business. 
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Thus looking forward to a program with “customer” 
engagement is actually engaging the students to participate 
and encouraging them to perform to achieve those goals. 

5. RECOMMENDATIONS 

Considering every business is different, there are some top 
recommendations that apply to all of them 

 Every business should give some dedicated time to 
contemporary marketing and customer engagement 
activities. 

 Relationship building should not be treated as waste of 
time and money, but should be looked at as a fruitful 
investment as it always results in positive output for the 
business. 

 Build relationship over common interests which reflects 
that you value both, your own as well as your customer's 
needs. 

 It is very important for a healthy business. Companies 
should look for a long term gain instead of long term pain, 
which can be achieved through customer engagement. 

6. CONCLUSION 

Contemporary marketing is very important and an essential 
part of every business. The research has proved that a business 
can flourish more with customer engagement. Although this is 
not the only thought one needs to hold on to as there are 
various businesses that function without any other factors. 
Those 1% special businesses are self sufficient and can do 
well without contemporary marketing. One should look at it as 
an investment and not like an expense. There are many pros 
and cons in business but some of them can be clearly 
overcome by customer engagement and developing a healthy 
B2B relationship. 
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APPENDIX- QUESTIONNAIRE 
Company Name: _________________________ 
Name: __________________________________ 
Designation: _____________________________ 
 
Questionnaire 
 
1) As a businessman, what do you think is the key factor to win over the market? 
a) Product pricing 
b) Product quality 
c) Sales and distribution 
d) Contemporary marketing or relationship with customers 
e) Convenience and availability of product 
 
2) If you were to change one hypothetical point of your market/company which could impact overnight, what would it be? 
a) International availability of product 
b) Sales team 
c) New product launch and success 
d) Government laws to adjust your difficulties 
e) Any other, please specify _______________________ 
 
3) According to you, how important is it to meet the customer regularly? 
a) Very important as it keeps the business going 
b) Not important after the sales has established 
c) Only needed when issues need to be discussed and resolved 
d) Somewhat needed to maintain loyalty and keep away competitor 
e) My sales team can meet and close the deal, I need not travel 
 
4) How often do you make it a point to visit at least your top 20 customers? 
a) Regularly phone, but meet once a year 
b) Once every quarter and continue the cycle 
c) Conversation once a month, meeting once in 2-3 months and conferences 
d) I haven't met some of them since 2 years who give me a chunk of business 
e) Meeting whenever I visit their country for some other new business client meeting 
 
Please rate the below mentioned points on a scale of 1-5 (1=highly agree, 2 = agree, 3 = neutral, 4 = disagree,  5 = highly 
disagree)   
 

Rating Particulars 

 It is very important to meet your customer every week or at least every fortnight 

 The relationship that one has with his customers helps smoother business 

 Product quality and pricing is the only important factor in business 

 Relationship building is an important factor in doing business 

 I believe that if the product is good it is fine to not meet the customer regularly 

 Once the business starts regularly, it is ok to not meet the customer even in a year 

 It is more preferable to call the customer to my office than go and visit them 

 If the customer has issues to discuss, only then should he be visited 

 A regular 2 monthly visit ensures good relationship and smooth business 

 I can totally progress in business over the phone and without meeting my customers 
 
 


