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PART- A (10 × 2 = 20 Marks)
Answer any TEN questions.
1. Define Customer Relationship Management.
2. Write a short note on Customer Lifetime Value (CLV).
3. State the meaning of Customer Acquisition in banks?
4. What is meant by Customer Retention?
5. Explain the term Analytical CRM?
6. Write a short note on Centric Marketing Processes.
7. What is Service Quality?
8. What is meant by Service Quality Gap?
9. Define e-CRM.
10. What is data warehousing in CRM?
11. What is Customer Profile Analysis?
12. Write a short note on Customer defection in banks.                                


PART - B (5 × 5 = 25 Marks)
Answer any FIVE questions.
13. Explain the Importance of Customer Relationship Management (CRM) in banks.
14. Discuss the strategies for customer acquisition and retention in banks.
15. Explain the different CRM tools used in banks.
16. Write the concept of service quality and its dimensions in banking services.
17. Explain the significance of e-CRM in modern banking.
18. Explain the Benefits of CRM to banks.
19. Write the role of data warehousing in CRM.
PART - C (3 × 10 = 30 Marks)
Answer any Three questions

20. Discuss the importance of customer perception and expectations 
       analysis in banks.
21. Discuss the models of CRM used in banks 
22. Describe the CRM planning and implementation process in banks.
23. Explain the Types of Service Quality?
24. Explain CRM software packages and discuss the impact of 
      technological revolution on relationship management in banks.
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