
VI Semester B.Com. Examination, June/July 2026 
(NEP) 

COMMERCE 
DSE M2: Customer Relationship Management 

Time:2% Hours 

English. 
Instruction: Answers should be witten completely either in Kannada or 

SECTION –A 

1. a) Define customer relationship management. 

Answer any six questions out of eight sub-questions. Each sub-question carries 
two marks. 

b) Give the meaning of customer value. 

c) What is C.R.M. planning? 

d) Give the meaning of sales force automation. 
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e) Give the meaning of C.R.M. Road map performance. 

Max, Marks : 60 

f) Give the meaning of customer loyalty. 

(6x2=12) 
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g) What is event based marketing ? 
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h) Give the meaning of customer experience management. 

SECTION –B 

Answer any three questions. Each question carries four marks. 

2. Briefly explain the benefits of customer relationship management. 

3. Explain the various customer satisfaction measurements. 

4. Explain the C.R.M. strategy development process. 

5. Discuss the advantages of campaign management. 

6. List out the issues and problems in implementing C.R.M. 

SECTION –C 

Answer any three questions. Each question carries twelve marks. 

7. Explain the factors responsible for the growth of C.R.M. 

(3x4=12) 

(3x12=36) 



8. Write a note on: 

a) Customer acquisition 
b) Customer experience management 
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c) Enterprise marketing management. 

a) ,od JONDUs 

c) ea,a abÉFSOr Jt. 

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

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

11. Explain the challenges faced in implementation of C.R.M. 
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