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ABOUT THE BOOK
FROM THE PUBLISHER
If you find yourself getting fed up and frustrated with other X Y Z book solutions now
mehta solutions brings top solutionsfor X Y Z CUSTOMER RELATIONSHIP
MANAGEMENT REPORT book contains previous year solved papers plus faculty

important questions and answers specialy for .questions and answers are specialy
design specialy for X Y Z students.

Please note: All products sold on mbabooksindia.com are brand new and 100%
genuine

¢ Casestudies solved
¢ New addition fully solved

e |ast 5yearssolved paperswith current year plus guess

PH: 07011511310, 09899296811 FOR ANY problem



FULLY SOLVED BOOK LASY 5 YEARSPAPERS SOLVED PLUS GUESS

UNIT I INTRODUCTION 9

Definitions - Concepts and Context of relationship
M anagement — Evolution - Transactional Vs

Relationship Approach — CRM as a strategic marketing
tool — CRM significanceto the stakeholders.

UNIT Il UNDERSTANDING CUSTOMERS9

Customer information Database — Customer Profile
Analysis - Customer perception, Expectations

analysis — Customer behavior in relationship per spectives,
Individual and group customer’s - Customer

life time value — Selection of Profitable customer segments.
UNIT Il CRM STRUCTURES9

Elements of CRM — CRM Process — Strategies for
Customer acquisition — Retention and Prevention of
defection — M odels of CRM — CRM road map for business
applications.

UNIT IV CRM PLANNING AND IMPLEMENTATION 9
Strategic CRM planning process— I mplementation issues—
CRM Tools- Analytical CRM — Operational

CRM - Call center management — Role of CRM
Managers.

UNIT V TRENDSIN CRM 9

e- CRM Solutions — Data War ehousing — Data mining for
CRM —an introduction to CRM software
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