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Section B

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

1. Define Relationship Marketing. Describe the importance of Relationship
marketing.

2. Explain the term ‘Relationship Ladder’.
3. How the business constricts related to CRM?
4. Classify the different elements of CRM.
5. State the meaning of customer acquisition.
6. Classify the different types of customer loyalty.
7. Describe the economics of customer retention.
8. Assess the customer behavior from relationship perspectives.

Section C

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

9. Explain the characteristics of Relationship Marketing.
10. How customer profit analysis is related to understand customers?
11. Examine the strategies for customer retention and prevention of defection.
12. Evaluate the successful features of loyalty scheme.

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

13. Examine the various models of Customer Relationship Management.
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