
S. D. College of Commerce, Muzaffarnagar 

Internal Exam (M.com II Sem) 

Customer Relationship Management  (CRM)     

Time:-                     Max .Marks:-  
 
  

Sec- B 
 

Q.1- What is E-CRM?         
  bZ&lhvkj,e D;k gS\     

Q.2- What is Customer data management?     
xzkgd MsVk izca/ku D;k gSA          

Q.3- What is customer experience management?      
 xzkgd vuqHko izca/ku D;k gS\        

 

Q.4- Explain the concepts of customer defection and customer retention.     
 xzkgd fopyu vkSj xzkgd izfr/kkj.k dh vo/kkj.kkvksa dks le>kb,A    

Q.5- Define customer satisfaction.         
  Xkzkgd larqf’V dks ifjHkkf’kr dhft,A        

Q.6- What are the key components of a CRM strategy?   
Lhvkj,e j.kuhfr ds eq[; ?kVd D;k gS\   

   

Sec- C 
 

Q.1- What are the key components of a CRM? Discuss its importance in business.         
  lhvkj,e ds eq[; ?kVd D;k gS\ O;kikj esa blds egRo ij ppkZ dhft,A       

Q.2- Describe the difference between CRM and e-CRM.      
Lhvkj,e vkSj bZ&lhvkj,e ds chp varj crk,aA         

Q.3- Define CRM. Discuss its concept, significance, and different types of CRM.     
 lhvkj,e dks ifjHkkf’kr dhft,A bldh vo/kkj.kk ] egRo vkSj fofHkUu izdkjksa ij ppkZ dhft,A        

Q.4- Explain the stages and techniques to manage customer relationships.    
 xzkgd laca/kksa dks izcaf/kr djus ds fy, pj.kksa vkSj rduhdksa dh O;k[;k djsaA        

 
 

 

 

 

 

 
 

     

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 


