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M.Com. DEGREE EXAMINATION, APRIL 2017.

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. Define CRM.

2. List out the different types of CRM programmes.

3. What do you mean by customer survey?

4. What is customer loyalty?

5. State the ways of ending relationships.

6. What aspects are considered in relationship drivers?

7. Give the different stages of customer relationship.

8. What is External Partnership?

9. What is customization?

10. What do you mean by corporate culture?

11. What are the measures of financial performance?

12. What do you understand by soft control techniques?

SECTION B — (5 × 5 = 25 marks)

Answer any FIVE questions.

13. Explain the objectives of CRM.

14. What are the kinds of customers on the basis of loyalty?

15. Enumerate the categories of relationship marketing goals in target categorizing.

16. What are the components of a CRM Programme?

17. Do you think technology is a key to relationship marketing process? Substantiate.

18. Write a note on supplier partnership.

19. Explain the approaches of monitoring and control.

SECTION C — (2 × 15 = 30 marks)

Answer any TWO questions.
20. Discuss in detail the different types of CRM programmes.

21. How is customer relationship survey designed?

22. Explain the impact of Internal Partnerships.


23. Describe the influence of technology on CRM.
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