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SECTION A – (10 × 2 = 20 marks)
(Q.No. 1-10)Answer ALL the questions

1. Define Customer Relationship management.
2. What is the meant by transactional approach?
3. What are the components of CRM?
4. What is a relationship?
5. What are the quantitative measurement methods under CRM?
6. Who is called as a customer?
7. Explain the concept of customer profitability.
8. What is data mining?
9. What do you mean by Supplier Relationship Management?
10. [bookmark: _GoBack]Explain the concept of e-CRM.


SECTION B – (5 × 5 = 25 marks)
(Q.No. 11-18)Answer any FIVE questions

11. Explain the significance of CRM.
12. What do you mean by customer lifetime value?
13. Write down the concepts and context of Relationship management?
14. Elaborate in detail the Partner Relations Management lifecycle.
15. What are essentials of supplier relations management?
16. What makes customer partnerships works?
17. Write note on 'Data warehouse'.
18. What are the uses of e-commerce in business?
 (
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SECTION C – (2 × 15 = 30 marks)
PART – A – Case Study –Q.No. 19 Compulsory Question


19. A company wishes to launch new toothpaste, which could prevent tooth cavities and tooth decay. But the tooth paste market is highly crowded with multiple brands.  As marketing executive prepare a market research strategy to attract new customers as wells as to retain existing customers,  What type of customer relationship management strategy is required and so the company's new brand could be established in the market.
PART – B
(Q.No. 20-21)Answer any ONE question

20. Why we do need customisation?  Explain how the customisation can improve the customer relation with the organization.
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21. Discuss the steps in implementing CRM.
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