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Define CRM? 

Answer any Five of the following sub-questions. Each sub-question carries 
2 marks. 

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

SECTION - A 

What is Customer Loyalty? 
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Give the meaning of CRM Metrics. 

Maximum Marks:60 

Mention any two strategies used for customer attraction. 

What is meant by Campaign Management? 

(5x2=10) 
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Slale any two types of CRM Rclationship markcting. 

Give the meaning of CRM Call scripting 

List the benefits of CRM. 

SECTION - B 

Answer any Four of the following questions. Each question carries 5 marks. 

What are the various strategies to retain the Customers. 

Briefly explain the customer strategy grid. 

Discuss the process of measuring CRM. 

Mention the different types of Call centres. 

SECTION - C 

DEBC606 

Explain the various components of CRM. 

(4x5=20) 

Answer any Two of the following questions. Each question carries 12 marks. 

(2x12=24) 



8. 

9. 

(3) 

What is meant by CRM implementation? Explain the issues and challenges in 
implementing CRM. 
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Discuss the various advantages and disadvantages of Sales Force Automation. 

SECTION - D 

Answer any One of the following question. Each question carries 6 marks. 

10. List out the strategies for customer retention followed by organizations. 

11. Prepare a list of metrics to measure CRM. 

(1x6=6) 
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