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VI Semester B.Com. Examination, June/July 2026

o (NEP)
COMMERCE
DSE M2 : Customer Relationship Management
Time : 2Y2 Hours Max. Marks : 60
Instruction : Answers should be written completely either in Kannada or
English.
SECTION - A
ANPR—Q

Answer any six questions out of eight sub-questions. Each sub-question carries
two marks. (6x2=12)
Q0L PVT-T TS CIRYTRTIR 908 w0308, T.803m08 CVT-T G H0 SCITHKD. ‘

1. a) Define customer relationship management.
1o, T8 FOLOT AIFHBEOIT, 9,859,

b) Give the meaning of customer value.
o, BT PO, T FFII) 89A.

c) What is C.R.M. planning ?
7,38 BOWOG JTFHEOR 0dReE 20TTER ?

d) Give the meaning of sales force automation.
BT &SN FOI0 13IZRRVRIFOD STFRI) S9R.

e) Give the meaning of C.R.M. Road map performance.
7,38 FOL0T WFHEOL BINFRRY moﬁori&ﬁ:a’oﬁo VFFTI) SR

f) Give the meaning of customer loyalty.
Mo, TFC ATOD LTEII), &9R.
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g) What is event based marketing ?
PRS STOT INBFLION 0TBeRD 9 iy

h) Give the meaning of customer experience management.
M, BT BIVWST ATETEOD VI, S94.
SECTION - B

AN - W

Answer any three questions. Each question carries four marks. (3x4=1 2)
CIRRTOTTR ST T,ZN9r evBoR. I3 TG T, YOTNED.

2. Briefly explain the benefits of customer relationship management.
M9, BT TOWOT TFBEO SRBRONTI) F03TeToN QOA.

3. Explain the various customer satisfaction measurements.
NG Mo, TT C mwsmfag{ QNWOR.

4. Explain the C.R.M. strategy development process.
19, ®F FOO0Z ATWFHBFHOR FoOFI03, B0 8 T3, 000D Q08

5. Discuss the advantages of campaign management.
50300 JeFBFHBOD @mm@mf@* W3R,

6. List out the issues and problems in implementing C.R.M.
Mo, T8 TOLOT QTF B 00D ZR0TTND 302 RROF IR, T3 WA

SECTION-C
PN —2

Answer any three questions. Each question carries twelve marks. (3x12=36)
O TOTITR LT 07_5)2; nort Lugon. =3 8_3)5; ne aaidab 08NS,

7. Explain the factors responsible for the growth of C.R.M.
M9, BT FOLOT ATFBTBOL LIFBEINT 500908 @OES?W&E{ QRO
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8. Write a note on:

10.

11.
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a) Customer acquisition

b) Customer experience management
c) Enterprise marketing management.
L33 E30DTY, LGOWD

a) M,TTC TOTTS

b) ™,®% &0PR JTF T

c) cmdsm TNFFEIONY ATFT.

Explain the relevant issues while planning the C.R.M outputs.

9,38 TOWOT VSFBROD POZ0BY), 0d0ee3R0mMN F0woRE AR, TIFR)
DIOR.

Explain the role of C.R.M. in manufacturing sector.

VBT BOODTY, 10,TT BoL0g ABFBFHAD o[, eS0A.

Explain the challenges faced in implementation of C.R.M.
179,38 F0WOT SFHFROL IDTWITY, HTTNT TToLONTRY, VeS0R.
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