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B.Com. VI Semester Degree Examination, Sept./Oct. - 2024

DSE4-M2 : Customer Relationship Management

(NEP)

Time : 2 Hours Maximum Marks : 60

SECTION - A / « s̈ÁUÀ - J

Answer the following questions. Each question carries one mark. 10x1=10

F PÉ¼ÀV£À ¥Àæ±ÉßUÀ½UÉ GvÀÛj¹j.  ¥Àæw ¥Àæ±ÉßUÉ MAzÀÄ CAPÀªÀ£ÀÄß ºÉÆA¢gÀÄvÀÛzÉ.

1. (a) Define CRM.

CRM C£ÀÄß ªÁåSÁå¤¹.

(b) Expand CPA.

CPA AiÀÄ£ÀÄß « À̧Ûj¹j.

(c) What is Customer Value ?

UÁæºÀPÀ ªÀiË®å JAzÀgÉÃ£ÀÄ ?

(d) Expand LCV.

LCV AiÀÄ£ÀÄß « À̧Ûj¹j.

(e) What is data mining ?

qÉÃmÁ ªÉÄÊ¤AUï JAzÀgÉÃ£ÀÄ ?

(f) What is RDBMS ?

RDBMS JAzÀgÉÃ£ÀÄ ?

(g) What is Strategy ?

vÀAvÀæ JAzÀgÉÃ£ÀÄ ?

(h) What is B2B ?

B2B JAzÀgÉÃ£ÀÄ ?

(i) What is Mission ?

UÀÄj JAzÀgÉÃ£ÀÄ ?

(j) What is E-mail marketing ?

E-ªÉÄÃ¯ï ªÀiÁPÉðnAUï JAzÀgÉÃ£ÀÄ ?
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SECTION - B / « s̈ÁUÀ - ©

Answer any four of the following questions. Each question carries five marks.

F PÉ¼ÀV£À AiÀiÁªÀÅzÁzÀgÀÆ £Á®ÄÌ ¥Àæ±ÉßUÀ½UÉ GvÀÛj¹.  ¥Àæw ¥Àæ±ÉßAiÀÄÄ LzÀÄ CAPÀUÀ¼À£ÀÄß ºÉÆA¢gÀÄvÀÛzÉ.
4x5=20

2. Explain the CRM Process.

CRM £À ¥ÀæQæAiÉÄAiÀÄ£ÀÄß «ªÀj¹j.

3. Discuss the types of CRM.

CRM £À ¥ÀæPÁgÀUÀ¼À£ÀÄß ZÀað¹.

4. Explain the customer satisfaction process.

UÁæºÀPÀgÀ vÀÈ¦Û ¥ÀæQæAiÉÄAiÀÄ£ÀÄß «ªÀj¹j.

5. Briefly explain the strategy framework of CRM.

CRM vÀAvÀæzÀ ZËPÀlÖ£ÀÄß À̧AQë¥ÀÛªÁV «ªÀj¹j.

6. Write a note on mass marketing.

¸ÁªÀÄÆ»PÀ ªÀiÁPÉðnAUï §UÉÎ n¥ÀàtÂ §gÉ¬Äj.

7. Explain the problems in implementing CRM.

CRM £À C£ÀÄµÁ×£ÀUÉÆ½ À̧ÄªÀ°è£À ̧ ÀªÀÄ Ȩ́åUÀ¼À£ÀÄß «ªÀj¹j.

SECTION - C / « s̈ÁUÀ - ¹

Answer any three of the following questions. Each question carries ten marks.

F PÉ¼ÀV£À AiÀiÁªÀÅzÁzÀgÀÆ ªÀÄÆgÀÄ ¥Àæ±ÉßUÀ½UÉ GvÀÛj¹.  ¥Àæw ¥Àæ±ÉßAiÀÄÄ ºÀvÀÄÛ CAPÀUÀ¼À£ÀÄß ºÉÆA¢gÀÄvÀÛzÉ.
3x10=30

8. Define CRM. Explain its benefits.

CRM ªÁåSÁå¤¹. CzÀgÀ ¥ÀæAiÉÆÃd£ÀUÀ¼À£ÀÄß «ªÀj¹j.

9. Critically discuss the strategies in retaining customers.

UÁæºÀPÀgÀ£ÀÄß G½¹PÉÆ¼ÀÄîªÀ vÀAvÀæUÀ¼À£ÀÄß «ªÀÄ±ÁðvÀäPÀªÁV ZÀað¹j.

10. What is plan ?  Explain steps in planning for CRM.

AiÉÆÃd£É JAzÀgÉÃ£ÀÄ ? CRM AiÉÆÃd£ÉAiÀÄ°è£À ºÀAvÀUÀ¼À£ÀÄß «ªÀj¹j.

11. Briefly explain the benefits of CRM for manufacturing and service industry.

GvÁàzÀ£É ªÀÄvÀÄÛ Ȩ́ÃªÁ GzÀåªÀÄPÁÌV CRM £À ¥ÀæAiÉÆÃd£ÀUÀ¼À£ÀÄß À̧AQë¥ÀÛªÁV «ªÀj¹j.

12. Briefly explain CRM metrics to measure the CRM success.

CRM AiÀÄ±À̧ Àì£ÀÄß C¼ÉAiÀÄ®Ä CRM ªÀiÁånæPïì£ÀÄß À̧AQë¥ÀÛªÁV «ªÀj¹j.
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