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Instructions to Candidates:

Answers should be completely written either in Kannada or in English.

SECTION - A
AR - D

Answer any Five of the following sub-questions. Each sub-question carries
2 marks. (5x2=10)
NS oRYmate om wI-IFReR wIdr. I3 wa-ZAR 2 wodne.

1. a)

b)

d)

Define CRM?
m®E  ToWoy OREBHODZ, T4

What is Customer Loyalty?
M®s JF  »omded?

Mention any two strategies used for customer attraction.
MBIC NI AP0 WINT  CIRYTTTER 0@ 3ogned, 9.

Give the meaning of CRM Metrics.
MBF  FOWOT IVFBROD  VYIRRD  VFFIW, B

What is meant by Campaign Management?
TRT ADFIB  20TC VTR

[PT.O.
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D State any two types of CRM Relationship marketing.
MTE Towom amFEmony Xowopd IRMELD ORImICL Loy
~
WARYRD,  mochea.
«

2)  Give the meaning of CRM Call scripting
MTT Aowoy duFmmony sdoh ALOMT  SEFEE, e
SECTION - B
AR - W

Answer any Four of the following questions. Each question carries 5 marks.
NS amYmoUs wmey, gPrer wab B T 5 vowes
(4%5=2())
2. List the benefits of CRM.
T Fowoy AFFTHoL FoleexInvm, TH HRA.

3. What are the various strategies to retain the Customers.
@5553)4 U\)Wu&@%‘%a 303 olRRT?

4. Briefly explain the customer strategy grid.
m®F 3030 NE O, WOITTN  LTOA.
5. Discuss the process of measuring CRM.
MTT  AOWOT  ATFIEOD @oﬁargmécmmi LHPoINT @g&boﬂo?‘& iz,

6. Mention the different types of Call centres.
WOl TEE A deogrivay,  Ixos.

SECTION - C
MATATT SR

Answer any Two of the following questions. Each question carries 12 marks.
NS RIECA o IR wozon. I3 wI-ZBR 12 wownws.
(2x12=24)
7. Explain the various components of CRM.
MTT  T0WOF  ITFIBHOD TN, TUBNYR,  LTIOLO,
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10.

11.

What is meant by CRM implementation? Explain the issues and challenges in
implementing CRM.
BT J0W0E ITFTWOH HDMT  HOTIEH? MFE TOWOF AT BFHOD

Q

@533%3M9EGQ3 ﬁmﬁaﬂ%‘b DY), AN,  WHOA.

Discuss the various advantages and disadvantages of Sales Force Automation.
N, PROTF  soedeTTE  ODIOOND  TNRR VTRRBRON,  BBFA.

SECTION - D
RN - B

Answer any One of the following question. Each question carries 6 marks.
WIS clnYmade wom IR evdor. T TR 2 wosned.  (1%6=6)

List out the strategies for customer retention followed by organizations.
MOFBICH, OrdRYL XoRAD SHTOWT DT WODFIOYIY, Tt TRR.

Prepare a list of metrics to measure CRM.
MEE TOWOR IIFBROD FODFFDIONT), HIOMT TN VYSRPELONTI),
T SR
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