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1. Discuss the importance of customer relationship management (CRM) in 

today's business environment.                                                         (25) 

 

2. Citing relevant examples, discuss how CRM contributes to customer 

satisfaction and loyalty.                                                                  (25) 

 

3. Explain the key components of a CRM system and how they work together 

to enhance customer relationships.                                                   (25) 

 

4. Analyze the benefits and challenges of implementing a CRM system in a 

company.                                                                                            (25) 

 

5. Discuss factors that organizations may consider before adopting a CRM 

strategy.                                                                                                   (25) 

 

6. Compare and contrast the different types of CRM systems available in the 

market, such as operational, analytical, and collaborative CRM systems(25) 
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