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1 (a) Define CRM. 
 (b) What do you mean by the term customer acquisition? 
 (c) What are the economies of CRM? 
   
2 (a) What do you mean by the term target marketing? 
 (b) List the steps involved in target marketing. 
   
3 (a) What are the challenges in acquiring and retaining customers? 
 (b) What strategies do you suggest in developing customer base for 

organizations? 
   
4 (a) What are the components of CRM solutions? 
 (b) Bring out comparison between Siebel and Oracle software in the 

context of CRM. 
   
5 (a) Write a note on CRM strategy and planning process. 
 (b) Explain the procedures to identify the requirements of CRM for 

customers. 
   
6 (a) What is the role of technology in CRM? 
 (b) Discuss the functions and scope of technology influences in CRM. 
   
7 (a) Discuss the significance of quality in CRM. 
 (b) Explain the qualitative measurement methods of CRM. 
   
8 (a) Identify the bottlenecks in implementing CRM. 
 (b) Give you suggestions in detail to overcome the blocks. 
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