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Answer the following questions : (any four) 1x6=6
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Define customer relationship management.
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What is customer satlsfactlon‘7
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Write the concept of relationship based pricing schemes.
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What do you mean by customer lifetime value?

AR SRATETA o {Faza o & {m ?

What is customer. ret_cnt_lon? _

e AT e

State the concept of customer interaction.
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Answer the following questions very briefly : 2x3=6
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(i)

Explain two signifincance of CRM to an organisation.
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Explain two benefits of Total Care Programs to enhance
customer satisfaction.
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(i) Write two requisites for efféctive customer acquisition.
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Write short answers to the following questions (any two) :
5x2=10
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() Explain the reasons why companies lose customers.
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() Describe the stages of customcr life cycle.
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(iii) Explain the various customer interaction routes.
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Answer the following questions (any two) : 10x2=20

weTe fral empTeR Bed Bl s (Reemt 9o1)

(i) Discuss the various strategics for bulldlng strong
customer relationships. |
7o &Rd HAF sl c—waﬁ—a' (FETHAZ. S
41

(i) Describe the major challenges of Customer Relationship
Management.
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(i) Explain the concept of customer acquisition. Discuss
the various sources of customer acquisition. .
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