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M.Com. DEGREE EXAMINATION, APRIL 2016.

II YEAR — IV SEMESTER

ELECTIVE IV — CUSTOMER RELATIONSHIP MANAGEMENT
Time : 3 hours
    Max. Marks : 75

SECTION A — (10 × 2 = 20 marks)

Answer any TEN questions.

1. What is customer relationship management?

2. What is the need for CRM?

3. What is relationship management?
4. What is corporate culture?

5. What is supplier partnership?

6. What is customer partnership?

7. What is customer loyalty?
8. What is customer relationship survey design?

9. What do you mean by relationship drivers?

10. What is call centre?

11. What is customer database?
12. What is customer acquisition?
SECTION B — (5 × 5 = 25 marks)

Answer any FIVE questions.

13. What are the objectives and need for CRM?

14. Discuss the types of relationship.

15. Briefly discuss about internal partnership.

16. What are the advantages of CRM?

17. Explain the different types of customer loyalty?

18. What are the guidelines to be followed for implementing CRM at your company?

19. What technology support tools can be used for enhancing customer care?
SECTION C — (2 × 15 = 30 marks)

Answer any TWO questions.
20. Explain the external partnership.

21. What are the requisites for a customer relationship survey design?

22. What are the various types of CRM?

23. What are the differences between traditional marketing and relationship marketing? 
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