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PART- A (10 × 2 = 20 Marks)
Answer any TEN questions.

1.  Define Customer Relationship Management  in banks.        
2. List any two goals requiring CRM in banks.        
3. Identify the key elements of CRM structure in banks     
4. Explain customer acquisition strategy followed by banks     
5. State the role of CRM managers in banks.   
6. Describe Analytical CRM with an example
7. Define service quality in banking services
8. Explain any one service quality gap model
9. What is meant by e-CRM? 
10. Explain the role of data warehousing in CRM
11. Short notes on CRM process 
12. Explain customer lifetime value
PART - B (5 × 5 = 25 Marks)
Answer any FIVE questions.
13. Discuss the process of selecting profitable customer segments in banks.
14. Describe the elements of CRM and its benefits to banking industry 
15. Present any five implementation issues in CRM.
16. Analyse the dimensions of service quality in the banking sector.
17. Illustrate customer-centric marketing processes in banks.
18. Explain the trends in CRM.
19. Explain complaint redressal mechanisms in banks.                                         


PART - C (3 × 10 = 30 Marks)
Answer any Three questions
20. Evaluate CRM opportunities and challenges in Indian banks and suggest measures to overcome them
21. Critically evaluate various CRM models used in banks and design a suitable CRM strategy for customer retention
22. Assess the strategic CRM planning and implementation process in banks and develop a CRM implementation road map.
23. Evaluate service quality measurement scales in banking and propose ways to improve service quality based on committee recommendations.
24. Analyze the e-CRM framework in modern banks and explain how data warehousing and data mining enhance CRM.
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