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SECTION A – (10 × 2 = 20 marks)
(Q.No. 1-12)Answer any TEN questions

1.  Define CRM.
2.  What is Relationship marketing?
3.  What is customer defection?
4.  Give an account of customer relationship survey.
5.  What are the benefits of customer retention?
6.  Define partnering,
7.  What is supplier partnership?
8.  Define the concept of cross selling and up-selling.
9.  State the significance of CRM
10.  What is customer loyalty?
11.  What is customer perception?
12.  What is customer service.
SECTION B – (5 × 5 = 25 marks)
(Q.No. 13-19)Answer any FIVE questions

13.  What are the objectives of CRM.
14.  State the requisities of successful implementation of CRM
15.  What are the requisities for a customer relationship survey design?
16.  Enumerate the advantages of customer satisfaction.
17.  Writa a note on external partnership.
18.  What are the customer satisfaction of drivers?
19.  Write a note on (a) customer acquisition,(b)Relationship ladder
SECTION C – (2 × 15 = 30 marks)
(Q.No. 20-23)Answer any TWO questions

20.  What are the advantages and limitations of CRM
21.  Discuss different types of loyalty.
22.  Explain the psychological aspects of relationship drivers.
23.  Discuss the applications of 11Cs of technology of CRM
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