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VI Semester B.Com. Degree Examination, June/July - 2025

COMMERCE
Customer Relationship Management
(NEP Scheme Freshers and Repeaters)

Time : 22 Hours Maximum Marks : 60

Instructions to Candidates:

I.  Answer any Five of the following questions. Each question carries

1. a)

b)

¢)

)

)

Answer should be completely either in Kannada or in English.

SECTION -

2
5

marks.
(5x2

=10)
Who is a customer ?

rgm Q0TT CINTL ?

Give the meaning of customer strategy grid.
m,&% B08,M0% NTE'H (W) STF E9A.

What do you understand by customer value ?
Mm,TE TPC, FCTTE 2

What is meant by customer loyalty ?

M,TET F Q0TI 2

Mention any two benefits of CRM ?

CRM & clngde 208 &cdResanys) wwyeds.

State any two challenges in 1mplementauon of CRM.

M,&E TOWOE SRFTFEODN STOWITY TOOTWTOTT CINJTTTR TR

=~

S .90

vaomw YA
Mention any two methods for building customer centricity.
m,®T $00,e00INT WHILY IFTOST CCRJYTTTR TR .Emﬁrwi%
%
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SECTION - B

II.  Answer any Four of the following questions. Each question carries 5 marks.

o

(475=20)
Briefly explain the features of CRM.
,T8 FOWOE ATFTFOD VFLNTE) KON LA
Briefly explain the customer satisfaction measurements.
Mo,TT B obd JRTENGI), FosTamN wWmOA.
What are the characteristics of consumer market ?
o, TF mwsezw oztamb o3RRw) ?
Explain the elements of CRM plan.
Mo,&¥ ToWOR AIFHEROD 0IREKF0R BOINTT) LBO.
How world you classify the various types of CRM ?
M,&T FOWOR ABFHHOD AP ByFIONGR) Bert BNergozdL0 ?
SECTION - C

III. Answer any Two of the following questions. Each question carries 12 marks.

(2x12=24)
Write an explanatory note on the various trends of CRM.
MO,®T TOW0T ATFBROD DOF T3 8¢ B0 DTV L5Te300TY 20Tc00.
Discuss CRM implementation roadmap in detail.
Mo,&T FOWOR ATFBHOD SITWIT WRAFARWODI) I[N WudF 2.
What are the key features of call center CRM and how do they contribute to
improving customer service and enhancing overall efficiency ?
T FOLT' MO,BT T0WOG AWFBHOD &,R0D VBN CINPYRY) L) M, TF
ReBORTY, ROTORL) [ dziéoja&?* £z§}1m w Tert TR RIS 2

SECTION - D

IV. Answer any One of the following questions. Each question carries 6 marks.

10.

11.

(1x6=6)
List out the strategies for customer retention followed by organizations.
ROFPLITNED STOTOTT M,TE (o0 FoT,MOFRYRY 894,
Write a report on the impact of technology on CRM.
Mo,®T FoWoE ITFIRODY, TWhhd 0T, I0TT TORITT 5002 IO 2Te0.
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