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Note 1) Questlon paper cons1sts of PartA PartB R A

i1) Part A is compulsory, which carries 25 marks. In Part A, Answer  all questions.
ii1) In Part B, Answer any one question from each unit. Each question carries
10 marks and may have a, b as sub questions.

1.a) Explaln n detall about the key beneﬁts of CRM"
b) How do you create a customer information database and why it is important?
c¢)  What is CRM process and explain its objectives?

d) Discuss in detail about key elements of CRM?
¢) Explainin detall about roles and respons1b111t1es of CRM Manager‘?

(50 Marks) 2'

2. What is Customer Relationship Management and explain the CRM application in

consumer market with illustration. [10]
OR
3.a)" How does CRM act as a strateglc tool n marketlng and explaln the concept w1th latest__
.. _examples? | . ¢ 3 A I .Y
by Describe the CRM s1gn1ﬁcanc"e"to the stakeholders : el [5+5]
4.a)  What is customer profitability analysis and how will you select the proper customer
segment?
b) Discuss the concept of customer perception. [5+5]
s e e, OR e U S )
5:) What is customer lif you k
¥ gustomer? et ; SN, : S "‘z_ e £ o
b)  Explain the impact of busmess networks on CRM. [5+5]

6. What is a CRM cycle and explain the key stages in the CRM cycle with suitable
examples? [10]




8.a) Discuss the common challenges that businesses encounter when implementing
customer acquisition strategies through CRM?
b)  What are the elements of CRM process? [6+4]
OR

What is E-CRM and explaln the features and advantages of E-CRM?
Examine the trends in CRM in modern era. [5+5]
OR
11. What is CRM planning process and explain the different phases of CRM planning
[ = process w1th sultable examples [ N [10] e




