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1. Define CRM? 2. Types of CRM and Define each. 3. CRM Constituencies (Company, Customer and partners, Software vendors, hardware vendors, Management CRM experts) 4. Why Bank uses CRM? 5. Models of CRM 6. What is a relationship? 7. Change within relationships (awareness, exploration, expansion, commitment, dissolution) 8. Why company wants relationship with customers? 9. The customer journey(Suspect, prospect, ft, repeat, majority, loyal, advocate)? 10. Customer lifetime value? 11. Why company do not wants relationship with customers? 12. Customer satisfaction, loyalty, and business performance 13. 5 steps of CRM implementation 14. What do you understand by governance structures of CRM project? 15. What is customer base? 16. What is customer portfolio and CPM? 17. Define B2B and B2C customers? 18. Describe the basic disciplines for CPM. 19. How to segment B2C’s customers? And how to segment B2B’s customers? 20. What is Sow? Why is it important to CRM? 21. What do you know about sales forecast methods? 22. What is ABC? 23. How do you estimate lifetime value of a customer? 24. The seven core customer management strategies. 25. What is meant by customer experience? 26. How to understand customer experience? 27. What do you understand by planned customer experience? 28. How customer experience important to CRM? 29. What is customer’s value? 30. Sources of customer value?
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