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- . COMMERCE
Customer Relationship Marketing
(CBCS Scheme 2019-20 (F & R)

Time : 3 Hours - - Maximum Marks : 70
Instructions to Candidates : :

Answers should be written completely either in English or in Kannada.

SECTION -A
, AP - D
Answer any Five questions. Each question carries 2 marks. : (5_><2=10)
BRFPHTte Db JFReR ww3ds. T3 TIN ATWD 0FTIsD.

1. a) DefineCRM.
CRM s a0,
b) = WhatisLead Maﬁagement?
| e ATFBR DOTTERN?
c) Whatis call scripting?
o RQOTY 20TTeH?
d) ~ What is Customer Data Management?
MFE T8 AFBR 2058
e) Whatis Customér retention?
MBI T DOTTE?
" f)  Whatisconflict?
NOTIRE adddeab?
- g) Define success factor.
ODTAS LOTHT, TR

[P.T.O.
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SECTION-B
NN - D
Answer any Three questions. Each question carries 5 marks. (3%x5=15)
. oInYEte et TFRYR ev30R. T3 TR ©mh wosnw.

2. Explain the features of CRM.
CRM 3 S0 nomy, QWOA.
3.  Mention the features of e - business.
Q- FHTT ‘asdaggéﬁe;q OGeDA.
4. Discuss the benefits of Event based marketing.
B0t WBext BRIFLON'S JoSewINTRY, uFA.
5. Mention any five advantages of CRM software.
CRM Tos7Be0°s 030mosdR 0w Fo3ResInddy, svgedA.

SECTION-C ',

QRN —
Answer any Three of the following questlons Each question carries 15 marks. (3><15—4$
0370 TR TRTH w@" nen QJ'DB"@N D3 w'w’ﬁ ooaa"dti) £90TNLD.

6. Whatis Customer loyalty? Explain briefly the benefits of customer loyalty programs.
EY DY S0C0eR? BT AHEH JoILeHIRIR, FoFTHN DFOR. |
7.  Explain briefly the disadvantages of € - commerce.
_ Q-TODTFI  TOBRONFI, DTOA.
8.  Whatis market basket analysis? Explain the benefits of market basket analysis.
SR, I DFTB 20BGeRD? SRWIY, WRAW JFeRriod TOkeeERRYD
QTOA. ;
9. Explain the strategies of relationship marketing.
RoWO0E [PTFIOD IoFNYRY, ROFHRN DJOA.




