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Vl Semester B.Com. Examination, June/July 2025
(NEP Scheme) (F + R)

COMMERCE
DSEM2 : Customer Relationship Management

Time :ZYz llours Max. Marks : 60

lnstruction : Answer shauld be completely either in Kannada or English.
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Answer any six out of eight sub-questions. Each sub-question carries
two marks. (6x2=121

e) c €,J) wd - {, d*d$ O_ ciD d)o dd,e u ddo wd o,x. 4 e d,o od: erui - 4 dodo add: u cEd*:.

1. a) Define customer relationship management.
q JJ J^-.^) -1-.,JJ^J-J- 

-
i iv, CoO n.J CJ Jqr av, r OJ ae J^, lJ.J ;Jv.. &v- c,:t.

b) Mention the stages of customer life cycle.
r\r dx xrr;J a3d,- dcdil9i: 'in5t;l:,.")*' "-)-- -- --"-'-.t y

c) Mention any four importance of customer value.
rr, 6d iS e;, 5 cjJid m ddrD,D e)'r. 5Jd5_.dqdJ qJr g^e$ :J .

d) What is automated call centres ?
ioj:ozoOd ac+ dct.:cf ;cdded> ?t^

e) State any four cu$tomer relationship metrics.
c$:Oir -EeJd ir)66 5ce;c8 d.Ddirl#$ en:er_e&l&.

f) What is omnichannel CRM ?
L;"r:ansu i':D,6d 5:ilcd iSrd#;cdoll: ?o(

g) What is collaborative CRM ?

E6mU n966 i3r-^06 1J516- ;oOOe6: ?

h) What is the difference between operational CRM and analytical CRM ?
uao3nrz3ddob CRM d)dr ededraad"* CRM ddrad draridedc t
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SECTION - B
AqlEd - D

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

cJ.;l€c5dn dlJo6 €,r*dsrn r:90i.;. €,g E,d.,rto me,:;iscdrl$:.

2. Explain the process of CRM.
rD,6d louo6 tdr6#c$ il,5#ffitJ ;dO:,.

3. How to build customer loyalty ?
rD,6Ed &,ilaJJ$ 6ezf c";:r{Jde$ ?Joo.

4. Explain the challenges faced in implementation of CRM.
rB 6d :Jcu ofi -5 -Es'cJJ e i:=:,tCO_ ;a:O{ gril eE d im e-::rI$i.: CCO& .

5. Briefly explain the benefits of CRM in consumer markets.
r! d5 dx dJd s3 fi I e_ m, d6 i o z; c Q r,t r,55 ciJ -11 3J,a f e d 715$ i cE il 5J n i 5 o,c.J .

6. Briefly explain the data requirements for CRM.
nE6d rcL*o# i5-d67i aem s#5_diiri#d: roEdran isoi,.

SEC'TION 
"_ 

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

clndmddro dlrad: 4{nsr* w-dO&. €,e €,d{-ro tqdd: ecdrl#;.
7. Explain the factors responsible for growth of Customer Relationship

Management.
nqdd ice;0fi idrd#cl: zJ#drdrlrl odeaaod ercdrlsd: .)do:J.

8. Explain the benefits and challenges of customer experience management.
n}d8 er$qjd &Crddcil Q,al,aeaddS: aJ:d: ime.r:rt$d: edotu"

9. Explain the CRM metrics used for optimizing customer relationship and driving
business growth.
rg,ddd Bct^:ofiddl ed: dd:roRieJ n:e drilardc z3#csddoilcidqis: e.#i;il
cRM sDrqLdedr ico&.

10. Explain the elements of CRM plan.
CRM C.reaCc$ ecdrt$ii: eto&.

1 1. Explain the role of customer relationship management in service sector.
rem de.:cJ:d0^.rBdE iouof Ddrddc$ mgtq.)do&.


