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Section B

Answer any SIX questions (6× 5 = 30 Marks)

1. Explain the different categories of relationship marketing.
2. What are the 5 E’s of relationship marketing?
3. Explain the benefits of CRM.
4. Classify the various types of CRM.
5. What is operational CRM tools? Which CRM tools are used for customer

acquisition?
6. Classify the various strategies for customer development.
7. What is mean by customer retention? Explain its strategies.
8. Explain seven core customer management strategies.

Section C

I - Answer any TWO questions (2× 10 = 20 Marks)

9. Explain the concept of relationship life cycle and relationship ladder.
10. Explain the different types of customer loyalty.
11. Distinguish between RM and CRM.
12. Explain the basic disciplines for customer protfolio management.

II - Compulsory question (1× 10 = 10 Marks)

13. What is customer acquisition? Explain the various key performance indicators of
customer acquisition programmes.
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