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SECTION - A

Answer any Six questions (6 x 10 = 60)
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Define CRM? Explain the levels of relationship marketing.

Discuss the stages of a customer life cycle.

Define Customer Loyalty. Discuss the marketing strategies for managing relationships
and building loyalty.

Explain briefly the effect of Marketing activities in developing CRM.

Review the components of integrated marketing strategies.

Analyse the factors that influence customer satisfaction.

What is customer profiling? Discuss its importance and methods of customer
profiling.

Outline the key components of customer acquisition process.

SECTION-B

Answer any Two Questions (2 x20=40)
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“Customer Relationship Management has now become the most efficient business
strategy for every business organization”. Discuss its significance for a business.
What is customer retention? Deliberate on its importance, metrics and strategies
applied to retain customers.

Elucidate the steps involved in building customer-based brand equity.

"Higher customer expectation leads to a greater chance of customer dissatisfaction”.
Comment.
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