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SECOND SEMESTER B.COM. (RETAIL OPERATIONS MANAGEMENT)
(REVISED NEP) DEGREE EXAMINATION, JULY 2025
CUSTOMER RELATIONSHIP MANAGEMENT (DSE - 4)

Time : 3 Hours] [Max. Marks : 80

Instruction : Answer all the three Sections.

SECTION - A

Answer all the questions. Each question carries 2 marks. (10x2=20)
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What is CRM ?

Explain CRM strategies.

Write any 2 elements of CRM.

What is customer value ?

Mention any 2 CRM technology.

Who is loyal customer ? ¢
What is customer retention ?

What is service reliability ?

What is complaint handling ?

. What is consumer behavior ?

SECTION - B

Answer any 3 of the following. (3x5=15)

11.
12.

Explain the best practices for handling customer complaints.

Describe decision making in addressing services issues.
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13. Explain the importance of team work in CRM.
14. Discuss the factor influencing consumer behavior with example.

15. Describe the benefits of CRM in the retail sector.

SECTION -C
Answer any 3 of the following. (3x15=45)
16. Discuss the retail market segmentation process and its importance in CRM.

17. Elaborate one the relationship between consumer behavior and customer
retention.

18. Explain the processing of identifying buying behavior.
19. Explain CRM strategies.

20. What is customer complaint handling ? Why it's important ? Explain.
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