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1. What do you understand by customer relationship
management? Discuss the benefits of CRM. (9,9)

2. What are the advantages of CRM over traditional
loyalty building methods. (18)

3. What are the five S of managing customer data?

(18)

4. ‘CRM is evaluated by outcome indicators such as
customer loyalty and business performance’. Discuss.

(18)

5  What do you understand by customer retention? How
does it help an organization? (18)

6. How will you measure CRM effectiveness in service
centre operations? (18)

7. Write short notes on :— (6%3=18)

1. Customer Satisfaction Score (CSAT)
2. Customer Lifetime Value (CLV)

3. Ethics in CRM

(500)




