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VI Semester B.Com. Degree Examination, May/June - 2025
(NEP Scheme Freshers + Repeaters)
COMMERCE
Customer Relationship Management
Paper : 6.5 (Elective - M2)

Time : 2% Hours Maximum Marks : 60

Instructions :
Answers should be written completely either in English or in Kannada.

SECTION -A

QYN - @
Answer any Five sub-questions. Each question carries 2 marks. (5%2=10)

CRRyhe NW T JINer wBoR. T JFBD 2 ©WoINER) BeoRTIT.

1. a) Whatis Customer Retention?
MY,BTO YUPRBRFVNT oy A ?
b) Define Customer Profitability.
No,TT oPm0TE 0T3 DI 2
c) Mention any two CRM marketing initiatives.
Mo,8 TOWOT VWFBEOD CIRIIEAR TR TRFFEION GUIE, RN 0Sedy.
d) Whatis Web-based Customer Support?
POBF W BTOOB M,BT Woww ©omd DI 2
e) Whatdo you mean by Customer loyalty ?
no,®T $e0Q,38 wir DI 2
f)  Give any two features of CRM.
M9,3T TOWOE AVFHBECDL CINFTe TR WBLHNTT) SRR,
g) Mention two areas where CRM is practiced.
M, FOLOE DTFBFEROD SIOTTWNIT TR FeBNTRY CvgedR..
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SECTION-B
Qgen - W
Answer any Three questions. Each question carries 4 marks. (3%4=12)
Snyle =t JFRYR wwZor. TE TFoI0 4 LIS TeodTTS.
Briefly explain the different types of CRM.
9,38 B0 DTFBEO QNT WANTRY VTOA.
Describe the importance of campaign management in CRM.
M9, BT F0LOT AFFBHONY, HPOIRT DBVFBEOR BOBSIITY, 2WOR.
What are the key components of CRM in the manufacturing sector ?
VB TI® B 08, NYE, 119, BT FOL0T VTFHECD T, 008D L0INTTY WTOR.
Explain the types of call centers in CRM.
119,38 B0WOE AVFBFHOD Y, T’ FOWO N T, FoONTRY, DTOX.
What are the relevant data requirements in CRM planning ?
Mo,&8 XowoE AVFBEOL c3RLRFONY, NS NTIH AT [BRWSCL BNZNTIY DB|OA.
SECTION-C
QT ~ A
Answer any Three Questions. Each Question carries 10 marks. (3%10=30)
SnPBe SRS TInert cwZdr. TE FI0I0 10 woENTR) BeodTHZT.
Discuss in detail the framework and factors responsibie for the growth of CRM.
770,38 ROWOT VeTFBEBOTD WHREI0D 3e0meINIR umm@@o&md TR eﬁosmﬂ'@( DO,
Explain the concept of customer centricity and its role in customer acquisition and
loyalty.
7,38 3000, B30 B3 T08) ST Mo, TF SFRF T8 Torie AT 350¢d WeTUTITIT 470w,
WNWOA.
Describe the structure and application of CRM in mass markets.
RBUT BRTTL YA, 119,38 F0LOF LITFHFHOK T3 082 BT OI0TT WWOR.
Discuss the steps involved in building a customer-centric CRM plan.
7o, BT B600,3 112, TF FOWOT ATFHEO3 03ReRIoiRY, QFALD IRWIRWT TOBNTIY
IR, '
Elaborate on the use of technology tools in overcoming CRM challenges.

Mo, BT oo IVFBERCD FOONTRY WOTL) ToZ,LPT LVTFTNY LUTCIRENTTY
DXL TTN TOR.
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SECTION-D
TN - B

Answer the following question. This question carries 8 marks. (1x8=8)
3INT JINeR  GUI0A. [ 8 WOBNTR) BRoOTBT.

a)

Create a CRM implementation plan for an insurance company and discuss
CRM metrics.

2,000 HRP FOBIR BT 0w0E ITFIHOD WBTWF BREESCDRY, ATTERL
Do) T RBoey,T NSy W¥UFA.
(OR/esam)

Prepare a CRM strategy for a Telecom Company, highlighting customer lifetime
value.

£39%20 BoRAR M,BY KOWOE IVFBEBOD S0I,[), ABTAY [T M,TT RETTITY
=P, (customer lifetime value) ST E0A.




