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Vl Semester B.Gom. Degree Examination, May/June - 2025
(NEP Scheme Freshers + Repeaters)

COMMERCE
Customer Relationship Management

Paper : 6.5 (Elective - M2)

Hours Maximum Marks : 60
lnstructions :

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

SECTION -A

aqrDrl - a
Answerany Five sub-questions. Each question carries 2 marks. (5x2=10)

oJn{de ad: erDd €,d4rleri erudo*. €,-9 €,d4odrr z eodrlgdl doo6d:dd.

1. a) What is Customer Retention?

rgddd erup::d69Jred erodd aib ?

b) Define Customer Profitability.

rtsdd e>gloac3:dd epodd e$ ?

c) Mention anytwo CRM marketing initiatives.

rBdE iouofr DdrddoJ: oSndmddo .rdd: dndrt^30n6 wddrd:rl$d1 we3_esDxr.

d) What is Web-based Customer Support?

etodaore.r uqnod rgdd zJoue.r sodd ad: ?

e) What do you mean by Customer loyalty ?

rgdd deoQ,dd ufrr ad: ?

f) Give any two features of CRM.

rgdd iouof &drddoS: Cndde .rdd: edeorl$d:o doa.

g) Mention two areas where CRM is practiced.

rgdd iouof &drddo3: erd:m.daaibd ,rdd: dJgd$q weJ_esD&..
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SEGTION . B

Answer any Three question". effit--.J*r- carries 4 marks. {3x4=121

oJndde dlJo& €,d4rleri erudozu. 6e E{oJ, + erodrt$Q dooo&dd.

2. Briefly explain the differenttypes of CRM.

rgdd froruoQ &drddoJ: aed urld$d'1edo&.

3. Describe the importance of campaign management in CRM.

rydd dor^:of Ddrddo3:O-erqrodnd Odrddod; ild-ddd+4 &dox).

4. What are the key cornponents of CRIVI in the manufacturing sector ?

eroodaa EJ$frSCI-ngdd iouof &drddoJ: 6tua) uodrl$dl Ddotu.

5. Explain the types of call centers in CRM.

ngdd douo$ Odrddo3ce-uaef fot.ldrl$ -gaadd$dl &do&.

S. What are the relevant data requirements in CRt\4 planning ?

ngdd deuofr &drddoo oinexdo$e)_ eridr&d:d doq dDbeo$ errldrrl$d:o edo,el.

SECTION . G

aqrorl- &
lll AnsweranyThree Questior:s. Each Question carries'10 marks. (3xf 0=30)

elnsde tlJo& €,d*rl9ri en:do*. €,e €,d4oiD t0 etodd$dl doood:dd.

7. Discuss in detail the framework and factors responsible for the groMh of CRM.

rrgdd frouofr &drd#oj.: zJ$dsdrio$ zSsa:dus*r1*ri asanzroooCDd d:d: eodrl$diadotu.

8. Explain the eoncept of customer centricity and its role in customer acquisition and
loyatty.

ng,dddeogddoS: dddd;dl er3: rgdd uddr# aarto D{oJ: a:ee5 ue ed?rdi6"d {,pa*dd1
6-)66
c^lcJUA).

g. Describethe structure and application of CRM in mass rnarkets.

Sd:.6d drodrdus*r1$-0_ngdd doz;o{ &drddo3: dzdd drd} e{a::tdl edo&.

10. Discuss the steps involved in building a customer-centric CRM plan.

ngdd deoQd n-gdd douofr cldrddo$ oineadC":d1 Da":r#e.u drid:dod:S dodrf$dl
a3airl"

11" Elaborate on the use of technologytools in overcoming CRM challenges.

rqdd Xoucfr DdrajdC: taae::rl$dtr &anodw do$6ad erudddeari$ erodo3oerlddl
elxad6"n &dOAr.
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SEGTION - D

Answer the foltowlng quest,"r. ?mJOu$*un carries 8 marks. (1x8=8)

ESnd €,d4deri erudotu. 'q6$ a e*odrlsd:n dooa&dd'

12:. a) Create a CR,M implementation plan for an insurance mmpany and discuss

CRM metrics.

z.oC:: odn doderi rg,dd trouofr &drd#oJ: ed:m1d o3eexdo$dl tudiG&

d:d3 udd dJo!,qit$dl e,323*r.

(OR/erfraa)

b) prepare a CRM strategy for a Telecom Company, highlighting customer lifetime

value.

u3oaoo dod&ri rBdd frouod &drddoS: do$d$o ,$qda& d:Q nq,dt dediladQ

dPe.rrd (customer lifetime value) d:dddddi &dotu'

(3)


