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COMMERCE-MARKETING (ELECTIVE)
Customer Relationship Management
(NEP CBCS Scheme)
Time : 2% Hours Maximum Marks™

Instructions to Candidates:
Answers should be written completely either in Kannada or in English.

SECTION - A
RN -
Answer any FIVE sub-questions. Each sub-question carries 2 marks.(5%X2=10)
CRPTTTR I T-BINRSR VB0, T3 T-JZR 2 ©osn.
1. a) What is meant by Relationship Management ? |
TOWOT ADFBEO e:ac;ﬁ%‘deab ?
b) State any four features of CRM
N9TT FOWOG VTFHEOD CIRITTTR T,
c) What is customer profitability ?
M9,BT0 oRdmo0dsd 0BT ?
d) Write any two uses in practical of CRM.
CRM T w¥dodd 03nx)ondR 83 emwoiraemeéa% W3 000.
e) What do you mean by CRM Strategy ?
CRM 308, 2000630 ? |
f)  What is customer centricity ?
CRM 203t egrKedd 2
g) State the four steps of CRM in planning.
odpeFod CRM & @) @03rnds) SRox.
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SECTION - B
RN - W
Answer any Four questions. Each right answer carries 5 marks. (4x5=20)
RYmTAe WL, JFACR 0308, Td Foodns ev3TE 5 SO
2. Explain in brief CRM process.
'CRM ©,3,0300801), BosZamon DT[OR.
3. Write a note on Road Map for CRM performance.
CRM 5200F Fz03030 Qee0 IO urj\ £3T3 WTCD.
4. Explain in brief CRM in manufacturing sector.
GUBITT JOTY, CRM I w9300y DZ03.
5. Explain briefly customer strategy grid.
MET 0ZN,T'S 0B FodTamoN [OA.
6.  What do you mean by web based customer support ? Explain the importance of it.
1 Sp038 M,TT Joww 0BT ? BBT BOBSB[I), WA |

SECTION - C
QPN - A
Answer any Two questlons from the followmg Each right answer carries
12 marks. : (2x12=24)
B TPTOE OCSRRTOTON HTBD TINer wvgdr. [, ROo3NT emgo’é; 12
BOTNTO.

7. Explain the planning detailed outputs and the relavent issues while planning the
outputs.

odnexse udmd @wﬂe@wm AV ek mso WORAT BEFZHNG Towod3 x;b:s nes)
DTOR. B

8.  Explain the recent trends in CRM and its importance briefly.

CRM & 28033 QnEnany %) ¢as maw)3oba, JosZmn axos,
9. Explain the different-concepts of CRM.

M),®T XOWOG ATJFHHOD NG ®,TO0NG 300D DTOX.
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SECTION - D
2R - 8
Answer any One question from the following. The right answer carries 6
marks. ‘ '

’ (1x6=6)
B IINS ORRTOTEBR 2.0 T,3R ovgdr. FOoRG €308 6 SOOI,

10. Analyse the ways to measure customer satisfaction for any consumer product.
CBRFe W,TT UIFEN M,BI0 I 0 ST DTENFR), DF .
11.

Prepare a report in the impact of technology on CRM.
CRM 25oedd 03,2080 370530 80030 STOODTY SadRoA.




