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Customer Relationship Management
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Instructions to Candidates:
Answer should be completely either in Kannada or in English.

SECTION - A

I. Answer any Five of the following questions. Each question carries 2 marks.
(5x2=10)

1. a) Who is a customer ?

M9,®8 DHOWT 0INTD ?

b) Give the meaning of customer strategy grid.
MO,®E B08,M0T NE'S (Wow) WHF SYA.

¢c) What do you understand by customer valye ?
M,ET &PY, Q0TTERD ?

d) What is meant by customer loyalty ?
M,B83 K 0BT ?

e) Mention any two benefits of CRM ?
CRM I cdnzdie Q0@ &,0dnemsnyd) evegedy.

f)  State any two challenges in implementation of CRM.

M,HF F0WO0R AWF ®EOI BITWITY, RDVRWRITT CINDYTIOWIR DTT
#m@ﬁ@&q 802,
g) Mention any two methods for building customer centricity.
o, &% %eo@mbéocbﬁgt ORI ABTOR®D CNPTIOTOR DT &)@smia’%
SPA.
[P.T.O.
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SECTION - B

II. Answer any Four of the following questions. Each question carries 5 marks.

2.

(4%x5=20)
Briefly explaiﬁ the features of CRM.
Mo,&8 AOWOT VRFBFOD OFLHNTR), BogTeamoN DeS0R.
Briefly explain the customer satisfaction measurements.
M,®T G Q0dd BRTFNER), RodTmoN DWOR.
What are the characteristics of consumer market ?
Mo,®T WO eTenh ol ?
Explain the elements of CRM plan. _
M,®F ROWOG Qe BdEB03 03RO OB, V30X
How world you classify the various types of CRM ?
M,®HT FOWOH JIWFBFOD DT T,TONGI) Berd WNeFFORN0 ?
SECTION - C

ITl. Answer any Two of the following questions. Each question carries 12 marks.

(2x12=24)
Write an explanatory note on the various trends of CRM.
MY,TBT FOLWOG ADFBEHOD NG Beydne 3003 DRTFEIFT 3T ESODTY, W00,
Discuss CRM implementation roadmap in detail.
MR,®T FOW0E ATFBEOL BRI BRAFALLICNTY, VBTN 2WIFA.
What are the key features of call center CRM and how do they contribute to
improving customer service and enhancing overall efficiency ?
FO° FOWD' My,®T B0W0R JDFBHBOR )0 OFLIND WYY BB 10,TF
REBORTY, ROTOTLD 08 TTB000=Y éz&zﬁ@a ey Tert TRROR VeI 2

SECTION - D

IV. Answer any Onme of the following questions. Each question carries 6 marks.

10.

11.

(1x6=6)
List out the strategies for customer retention followed by organizations.
ROPLIBNLL L[OTOROT 1W,BF 0D 808, Mo0TNYR) PR
Write a report on the impact of technology on CRM.
MY,TE FOWOG AVFBERONY, BIkd B03,2IT HORRIT 52020 BTB WIWD.




