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SECTION A — (10 × 2 = 20 marks)

Answer ALL questions.

1. Define Customer Relationship Management.

2. State the three corner stones of Customer Relationship Management.

3. What are the dimensions of Relationship Marketing?

4. What are the requisites for a Customer Relationship Survey Design?

5. What is the concept of Switching Cost?

6. What is Customer Retention?

7. What do you mean by perceived service quality?

8. What is supplier partnership?

9. List out the elements of Mckinsey’s 7 S framework.         

10. What is win back or save strategy?
                       SECTION B — (5 × 5 = 25 marks)

Answer any FIVE questions.
11.  What is the difference between Transactional Marketing and Relationship Marketing?

12.  Briefly explain about the Customer Relationship Programmes.

13.  Explain the different Retention strategies.

14.  Explain the importance of Customer Satisfaction.

15.  Explain the characteristics of Services.

16.  Explain the various components of Customer Relationship Management.

17.  What is External partnership? Briefly explain it.
18.  List out the objectives of Customer Relationship Programmes. 

SECTION C — (2 × 15 = 30 marks)

Q.No. 19 is compulsory and answer any ONE from the rest of TWO questions.
19. Case Study (Compulsory):

A leading retail bank wanted to boost the effectiveness of its cross-selling programs. Brokers were particularly interested in identifying and reaching out to banking customers who could benefit from higher-value products like brokerage accounts, credit cards, or home equity loans. Bank Executives have asked for a “tactical Customer Relationship Management” program that would get results in 3 to 6 months.


Study the case above and provide a suitable “tactical Customer Relationship Management” program catering to the needs of said retail bank.   

20. Explain the causes of failure of Customer Relationship Management.
21. Explain the 11 C’s of Relationship Marketing. 
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