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MARKETING MANAGEMENT

- Paper : BCM0401304
- (Customer Relationship Management )
' Full Marks : 60
Time : 2% hours

The figures in the margin indicate
Jull marks for the questions.

 Answer either in English or in Assamese.
L Ansyvéri as. difected; : ‘ 1x8=8

1. What is the main goal of Customer
- Relationship Management (CRM) ? °

A. Increase employee satisfaction
B. Improve customer service and retention
C. Reduce production costs

D. Control inventory ' o
(Choose the correct answer)
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Which of the following actions can increase
Customer Lifetime Vglue (CLV) ?

A. Reducing product prices to attract new
customers quickly

B. Offering ‘personalized ‘experiences and ‘

- rewards to encourage repeat purchases

C. Focusing solely on acquiring new
customers and ignoring existing ones

D. Offering the same promotions to all
customers without con31der1ng
- individual needs

(Choose the correct answer) :

o RO PR A SRRl T (Bt
& IR M2 -

@) a@w@mww“ﬁw

=

BO6FN 0046 2

WP

/ ‘ali'

~

Pow> &

(%) A I 0 A M B R TRt
Hiowel WE FFTHT v /9 ~

(1) mﬁfﬂ@mwwﬁmﬂmw%‘cﬂw
TN SIS Y oM I

(@) fere WWWWW
G chzma ARG SRR
(o5 Cewch! A5 Csa)

Which of the' following best descrlbes
“customer retention” ?

- Attracting new customers
" Reducing inventory levels
Keeping existing customers loyal

Increasing supplier. contracts.
(Choose the correct answer)
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CRM systems cannot be integrated with

- other business applications.

(lndicate whether True or False)
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A retail compa.ny wants to analyze customer
purchasmg patterns over the last five years,
- integrating data from sales, customer
service,. and online behav1our logs They
' require stable data that does not change
after it’s recorded, with consistency across

all departments. Which type of system would

best support these requirements ? -

A A real-t1me order processing system
with transactional integrity

_ B. A cloud-based file system for temporary. .

" data storage
C. A data warehouse with subject-oriented,
time-variant, and non-volatile data
.D. None of the above
(Choose the correct answer)
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CRM tools in the consumer market are most
effective when they focus exclusively on
automatmg marketing campaigns and ignore
eustomer service and 'support interactions.
(Indicate whether True or False‘) |
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e-CRM today focuses more on personahzmg
customer expenenees using data analytics.

. (Indicate whether True or False)
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When considering the most effective
strategies in CRM, which approach is likely
to enhance the overall customer experience
and contribute to building long-term loyality.

A Sen’diﬁg personalized offers based on
customer preferences and purchase
~history : :

B. Focusing solely on acquiring new .

‘customers and ignoring existing ones

" C. Offering the same promotions to all -

customers, regardless of their previous
interactions S ‘ ‘

D. Réducing customer service interaction
to cut operational costs

(Choose the correct answer)
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II. Answer any six from the follovirir;g
questions : ’ ' 2x6=12
T IR ol e gt ©ed fot 2

1. What is Total Care Programme ? -

e g R B

2. - Mention any two benefits of practicing CRM
in the organizations.
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3. Write any two advantages of competition-
based pricing. ' '
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4. Explain the concept of ‘Customer Life Value’
with an example.
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S. Ex'plainl ﬁ,v_o’ essential elements that
constitute a Customer Relationship
Management system.
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How does data mining contribute to effective
 decision-making in Customer Relatlons

Management ?
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How does Information TechnOIOgy 1mpract
Customer Relationship Management ?
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Explain any two effective ways to ifhprove

customer interaction in a retail business.
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- . Explain any two Objectives of CRM Process.
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What is e-CRM ?
e-CRM ﬁs?
Answer any four from the followmg

5x4=20
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Discuss the major reasons why businesses
may lose thelr customers.
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Explain the various types .of ' rel{ai_:ionship-u -

‘based pricing strategies used by

organizations.
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Differentiate between CRM and e-CRM.
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Define the term Cﬁstomef Life Cycle.

- Discuss its various stages in detail.
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Critically examine the pivotal role of
Customer  Relationship Manag_ement' in
optimizing orgé.hizational‘ efficiency and
customer-centric strategies.
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V.

Elucidate the concept of customer
interaction within a business context.

Critically examine the multifaceted factors

that influence the interactions between
consumers and commercial enterprises.
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" Write a short note on Salgé force automation.
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Briefly discuss the various techmques of
data mining.
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Answer any two from the following
questions : 10x2=20
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. Analyze the concept of customer acquisition

and its importance in business growth..
Discuss the various methods used to acquire
customers and illustrate your answer with
relevant examples. 5+5=10
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Elucidate the multifaceted process of .
Customer Relationship Management and
cntlcally assess the prlmary obstacles
organizations encounter in implementing -

. Customer Relationship Management

effectively. 5+5= 10
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Discuss>the role of Customer Relationship
Management (CRM) in enhancing customer
satisfaction and. retention in the banking

~and hospitality sectors. Highlight key CRM

strategies used in each sector and compare
their effectiveness. S5+5=10
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Why is a proactive approach to customer
management important in CRM? Explain
. how Total Care Programmes support this
approach. Dlscuss the key steps involved in
developing an effective Total  Care
Programme and evaluate its impact on
customer loyalty and business growth.

2+2+3+3=10"
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.- Discuss the recent "trends in Customer

Relationship Management and explain how

~ these trends are transforming the customer .

interactions and business strategies.
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