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ANSWER ANY FIVE QUESTIONS
1.
What is customer relationship management?  Discuss evolution and significance of 
CRM?

2.
Describe common mistakes in implementation of CRM?  Explain reasons for the failure 
of CRM implementation?


3.
Explain vendors of CRM?  Discuss CRM practices in small enterprises?

4.
Discriminate customer from consumer?  Explain various types of customers?  Describe 
the factors that influence the perception of customers about new products.

5.
Discuss steps involved in managing a good customer loyalty programme?

6.
Explain various pricing strategies?  Discuss various factors that influence pricing?

7.
Write a short notes on any two of the following.


a)
Pre-sale and post-sale activities

b)
customer segmentation


c)
Distribution and CRM.
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