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Vl Semester B.Com. Examination, July/August ZA24

(NEP Scheme)
COMMEHCE

Paper - DSE M2 : Customer Relationship Management

Time :2Yz Hours Max. Marks : 60

lnstruction : Answer should be completely either in Kannada or English.

SECTION - A
A^LJc^lapdll - c"J

1. Answer any six out of eight sub-questions. Each carries two marks. (6x2=12)

eJnQeodC,o qr& wi-qi,d,ded endO,l. {,Oo3rood> e,od-{,ddo add: erodrlg;.

a) What is customer profitability ?

nqdd engmcS:dd ccddeib r

What do you understand by customer value ?

rgdd dPe;, .roddeib I

Mention any two reasons for customer churn.

ng,ddd d:ofiddu $nd;ceddn ;dd; uadearlse BAl.

d) Could you provide any two methods for building customer centricity.

b)

c)

nrrtd d.'oQ,e :'J:ioJJil-' nQieJ rdEoild oJD€mddrJ co6J :,qrJ-dircJ gg:,.

e) Give the meaning of customer strategy grid.

rg,dE dc$riaOd ryG*C u$r ,?9:l.
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0 State any two challenges in implementation of CFIM.

nts 6d 5 c zJ 3 F i d - d # 3$ s d.: aa d c o- D dJ Oi ?") dJ e5a d cin d; ao 6 drr ; d dJ

SmoJd#dJ gq&.

g) What is cross selling ?

sd d.noco.l codoed: ?
6}

h) How would you define prototyping ?

C:ne; ilDCoo$dl ded a;.a;.[)iDgeo ?

SECTION _ B

Atfldd - D

Answer any three questions. Each question carries four marks. (3x4=12)

o3ndeoaddra &Ja& irdqd9d erudo&. €,.9 ilrd",-rr slDexr ercEd$:.

2. How would you classify the various types of CRM ?

nEdE ice;cfi &crds3$ nDd irmddsd: a3ed cfierdoireD ?

3. Briefly explain the benefits of web based customer support.

duf upod ngdd z3oued -q1,o3leeeCd$Q, icEdeaA &doa.

4. Describe any fitle key elements of custorner strategy.

rro,ddd aoJ:r3o$d/rnrAdd doQ,naodoS: c3ndde ceb {,$:$ ucdddd: .)do&.

5. Discuss the various information technology tools used in CRM.

rB6d rce cfi idrd#c$o*?Jvieirbs i;6 ;ri&g gc$md ioddilgdJ zicrt,.

6. What are characteristics of mass market ?

idlrod dndJdojc$ e;drail9ai: OdOtu.
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SECTION _ C

a?oad - :r

Answer any three questions. Each question carries twelve marks. (3x12=gg)

oirdcDddle d:.,od: dr5_rl:iri e,t6O:,. gg -q1,g*dc a{Oa: scdrlg:.

7. Write an explanatory note on the various trends of CRM.

rDdd ioz;0fi &crd#o$ fi.)d €,togil$ $od: acdmadrr r;isdojrdl ardos:e.

8. How do businesses effectively retain customers and what are some key

strategies they employ to ensure customer retention ?

dr#mUd#: mrddd5.) aen *omirmb3J.rR ng&tc#igd tJq ry,ddd FJos?ri)
,rz,3ddG:,d"t* edd: r^:dxrd.hd.:,C ded -9C;.:,r) dodrd*: of:add f

9. Briefly explain the relevant issues while planning the outputs in CRM.

rBdd iozrcfr &trd#c$qBofduf cieedt'cadd icz"rcea r*rr-rldd: ic*darrn
- JGo
c,JcJU;J.

10. Discuss CRM implementation Roadmap in detail.

ry}dd troucfr Ddrd#oi: eC>aorCC d>rlrxnzio$dJ Odd;nA Cz,iri.

1i. What are the key features of call center CFIM and how do they contribute to

improving customer service and enhancing overall efficiency ?

-o{ 
rgaf :-S : 

+

oe;- ^.rr&;u- rTD,6d {:z:c; iC-S-o$ :J,*J).3f odrang: oJDd{ ;JgJ B6d
JedoJ:rb i:qnoie;o "bq dfldo$di d{ri* rid derl drod)d Ced:dd Z


