DR SRR e NP -932
iCHy

VI Semester B.Com. Examination, June/July 2025
(NEP Scheme) (F + R)
COMMERCE
DSEM2 : Customer Relationship Management

Time : 2% Hours Max. Marks : 60

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

SECTION - A
QPN — &

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

W0 YVT-T, I NTY, CIRFYTTTR $TE LT OR. F,303R0T0 YUT-T,F R LTW LOBNL.
1. a) Define customer relationship management.
N9,BT FOLOT VBF BRI, 39,379, R
b) Mention the stages of customer life cycle.
No,TT LTI 38,3 TOSNYTY, G0 e
c) Mention any four importance of customer value.
,TT VPV, T CRR)TTTR DIV, WITSNFR), YV DR,

d) What is automated call centres ?
R oB0wdE 5o FOLT® DOTTED 7

e) State any four customer relationship metrics.
CIRTTE TILV, 119, TT FOLOT BRTINYR), YVE LD,

f) What is omnichannel CRM ?

0TS 9,8 FOWOT VBFHT 0TI ?
g) What is collaborative CRM ?

ABTIT M9, BT AOWOG ATFBE 0TTERD 2

h) What is the difference between operational CRM and analytical CRM ?
FoC300F 23000 CRM 3030 &3 ¢xrogs CRM 3woas 553357\%@33 ?
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Answer any three questions. Each question carries four marks. (3x4=12)

CURRTRTTR et FEUT CUI0%. B8 HI e oLy o8N,

2.

"Explain the process of CRM.

2,358 TOWOT UF BECI T8, 03000, V=0~

How to build customer loyalty ?
N9,BTT AFODTY, Tert WFRYTD 2

. Explain the challenges faced in implementation of CRM.

M2, TF FOW0T ITFBHROD WRTMITY, HTOORWTITIT AEIILONTTY QBOA.

Briefly explain the benefits of CRM in consumer markets.
N9, BT BRTITENTY, 110, T8 0205 JTETFHOD T, CIReRINTIY, FoSTEoN QFOR.

Briefly explain the data requirements for CRM.
M2, T TOWOT ITFBERN Beedd STJTINVRY RoBFoN QTOR.

SECTION-C
QRN — &

Answer any three questions. Each question carries twelve marks. (3x12=36)
OIRNPYTRTTR [oRT> T éﬁ@rﬁ QUBOR. B8 T, @5 ne wﬁsm LS03N.

2,

10.

11.

Explain the factors responsible for growth of Customer Relationship

) Management

BT FOWOR VR BFHBCI WSRBRR FoTTT uueﬁmﬁo S0,

Explaln the benefits and challenges of customer experience management.
N9, BT S[0YS ITFIBOD B, 03T o AETILONTY, DWOR.

Explain the CRM metrics used for optimizing customer relationship and driving
business growth.

no,®TT Nouodw:’n BB, TIOTINTLD 0B 3, WTITT zﬁ@aeéﬁoja‘b TR0 WIS
CRM BT mﬁm éDw@N

Explain the elements of CRM plan.
CRM drexsSodb BOBNTI), DBWOR.

Explain the role of customer relationship management in service sector.
e BOODNTE) 710, TTF BOWOT TFT/FHOD T, TR, DIOR.




