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M.B.A. DEGREE EXAMINATION, MARCH 2020
Fourth Semester
CUSTOMER RELATIONSHIP MANAGEMENT

(2018 Admissions—Regular/2017 Admissions—Supplementary)

Three Hours Maximum : 60 Marks

Part A

Answer any five questions.
Each question carries 6 marks.
Classify the following : Consumer, Client and Customer.
Define ‘CRM’. Also state its advantages in modern days.
What steps are necessary to increase the loyalty of customer ?
‘What is Data Mining ? List out the privacy issue of it.
Write about the basic discipline of customer portfolio management.
How do you categorise CRM expenses ?
Identify the role of Information Technology for CRM.
Scan the organisational issues for implementing CRM.
(5 x 6 = 30 marks)
Part B

Answer any two questions.
Each question carries 10 marks.

Explain various models of Customer Relationship Management
How relationship management theories helps to frame the strategy for CRM ?
Analyse the importance of data quality for data warehousing for ultimate use in CRM.
Summarise the features of CRM software applications.
(2 x 10 = 20 marks)
Part C
Compulsory Question.
The question carries 10 marks.

CRM at ICICI involves increased communication between the virtual universal bank and its
customers and prospects, as well as with the group itself. The underlying idea is to enhance every
instance of contact with the customer. ICICI believed that a true customer centric relationship can
only be accomplished by considering the unique perspectives of every single customer of the
organization. Hence the pressing need to put in place a technology enabled CRM solution.

Questions 1. How one-to-one marketing can be adopted ?
2. Give steps in increasing Enterprise CRM
(1 x 10 = 10 marks)
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M.B.A. DEGREE EXAMINATION, JUNE 2019
Fourth Semester
CUSTOMER RELATIONSHIP MANAGEMENT
(2017 Admissions—Regular)

: Three Hours Maximum : 60 Marks

Part A
Answer any five questions.
Each question carries 6 marks.
How do you define CRM ? What makes CRM the preferred approach to marketing in the Information
Age?
Explain the features of collaborative CRM.
What is the link between customer lifetime value and the profitability of an organisation ?
Explain the process of datamining.
Explain the different categories of relationship.
What are the different switching costs ? Explain.
Explain how will you categories goods and services in CRM.
Detail the role of a call centre in enhancing the relationship with customer.
(5 x 6 = 30 marks)
Part B

Answer any two questions.
Each question carries 10 marks.

Explain the process model of relationship marketing. )
What are the various components of the CRM architecture from an operational perspective ?
What analysis is involved in assessing the value of a customer ?
How would you calculate the retentien rate of your company’s customer base ? What assumptions
do you need to make ?
Discuss the features of CRM software applications that influence customer experience.

(2 x 10 = 20 marks)

Part C

Compulsory Question.
The question carries 10 marks.

What customer backlashes can be expected when a company introduces CRM practices ? What
cautionary steps would you advise companies to take to avoid these ?
(1 x 10 = 10 marks)




