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VI Semester B.Com. Examination, July/August 2024
(NEP Scheme)
COMMERCE
Paper — DSE M2 : Customer Relationship Management

Time : 22 Hours Max. Marks : 60

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

SECTION - A
NN — D

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

What is customer profitability ?

M9,3T COPTCTE D0TTER 2

b) What do you understand by customer value ?

Mo, BT TFY, H0TTed ?

c) Mention any two reasons for customer churn.

N9, TTT WOOFTF, 03IFTIOTITR TR TTENTY, E9R.

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

Mo,3F 3008, eojaéojamq TOHBROO FDTORI® SN TOTTN TR WTVNTI, I9R.

e) Give the meaning of customer strategy grid.

Mo,TT 808,MOT N,T°T &3¢ S,

P.T.O.
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f) State any two challenges in implementation of CRM.
M, BT FOWCT AWFB/FHBOD @@@%ﬁdq ATVORWTOTOT C3TR)TRTTR T
RILINTTY, 893

g) What is cross selling ?
ST TINTL 0BT ?

h) How would you define prototyping ?
TORY TIRTOTY, Tert 599,359, ¢0 ?

SECTION -B
PN — W

Answer any three questions. Each question carries four marks. (3%x4=12)
CIRETIITITR WIRTH B,JN9N V0%, B,3 T3 Ne TR, BOBTIED.

2. How would you classify the various types of CRM ?
M9, BT FOWOF IVEBEROI DG B,TITNTRY Tert SNeFFOTIN0 ?

3. Briefly explain the benefits of web based customer support.
ST SER08 M,TT WoWWT T, 03RBFNTRY, Fo§TZN TR

4. Describe any file key elements of customer strategy.
Mo, TTT F2000F B0, T/ 119, HFT B0, M0OFOD) C3RFYTIE 0T T30 03N, DeS0R.

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

7,38 BOWoG ARFBBODE, WHRTIMIT DDF =% 308,29 S TOTONERY, WesFA.

6. What are characteristics of mass market ?
PRSI mm%'igm eﬁm samfmq WO,
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Answer any three questions. Each question carries twelve marks.

SECTION - C

PN — 3

OCRR)TOTTR FWARTO BJ NN wUZoR. B3 ByZ MR TITB LOBNLD.

7.

10.

11.

Write an explanatory note on the various trends of CRM.
M9, BT BOWOE ATFBHO DG T, 8N B0 DWOFFFT LB £30ITY, 2BCWD.

S) X

How do businesses effectively retain customers and what are some key
strategies they employ to ensure customer retention ?

= FHITND 172, TFTR, Tert TOTDTOTHOCINN SVPRBRNIS T2 1,383 TRTEITR,
SITTDRABHY LD ST WHRBRT 3O T30 0, 1sh a3nwey 2

Briefly explain the relevant issues while planning the outputs in CRM.
79,38 BOWOT AWFBEC30E) WEFR)e 03ne3RodnR oo :sm:ss mfzsgq :Soiag’mﬂ
DWOR.

Discuss CRM implementation Roadmap in detail.
2,8 FOWOT JRFHBFOI ST IRNFARICDTY DTTTN 23R

What are the key features of call center CRM and how do they contribute to
improving customer service and enhancing overall efficiency ?

PO Fous* MEY FowoR ITFEBOH B0 VFFTID SRR oK M,
:ﬁeﬁoﬁa&g{ AOTORED 0B wg&m@ éziﬁw 5 Ten BRTOR ETRZ 2

(3x12=36)



