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20.

21. .

22.

23.

- 24,

- 25.

) "(a) ‘Mention the uses of e — commerce in CRM.

or
(b) 'Explam the role’ of effectlve data mining in
~ CRM. . ,
(a) Write about the concept of customer loyalty
‘ ‘Or :
®) \Describe..the role of secial'media 1n CRM.

PART C — (3 % 10 = 30)
Answer any THREE of the following questmns

Explain about evolution of customer relatlonshlp
v management

‘How can different types of customer relatlonshlp

‘Managemént be an enabling factor to derive, full ‘

benefits of busmess envuonment" A

What are the promment methods of assessing
customer sat1sfact10n‘7 Explain.

:Write the- advantages and dis- advantages of CRM

“in detail: : |

How. ,Technology is transforming c
relationship management. Explain in detail.
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PART A — (20 Marks)
Answer ALL questions

@A) Ch‘oese the correct answer - (Bx1=5)

Customer relationship management is about

(@) Acguiring the right customer
-(b) Motivating.e‘mpioyees

(c) Instituting the best processes
i(d) All of the above

First_step in analysis of customer value is to

i {(a) Identify customer value attributes

(b) Assessing attributes.ixnportanee

_(c) - Assessing company’s perfermance

(d) Assessing competitoré performance



~ In CRM database, a set of 1nformat10n stored in a
row of the database and pertauung to one
customer is ca]led

(a) Cluster . (b) . Record
(c) Factor " (d) Flow

The CRM strategy adopted by Bxg Bazar in India
is all about »

{2 Frequency Mark’etmg program !
(b) Club Membership program -

(c) Structural Relatlonshlp program 3
‘ (d) Experlentlal Relatmnshlp program

Which of the following is not a functlonal
* component ofE CRM? :

~ (a) Work flow Automatmn _

~ (b) Customer centered services -
©) Emp_loYees centered service -
(d Marketing - |
- (B) Fill in the blanks (Bx1=5)

: : uses sophistication mathematncal
_and stat1st1ca1 techniques such as neutral
networking and cluster analysis.

A person or company ‘that yields revenue more
than incurred cost of selling and serving 1s called

Process of building, organizing and . using.
databases of customers to build customer

relationship is classified as

2. - 8.No.6705

9.

10.

1I.

11.
12.
13.
4.
15.

‘ _Aggregate value of customer base is classified 'a’s :

Strategic Plannihg is ' done by
level of management. .
Answer the following questions (5x2=10)
Point out some places where CRM used mostly?

Name the types of CRM.

" What do you mean by upse_ll and cross sell?

Define ¢ CRM strategy.

How to gain repeat customers"

PART B — (5 x5 =25)

- Answer ALL questions, choosing either (a) or (b) .

16.

Co17.

18

(a) Explain the s1gn1ﬁcance of CRM in modern o

‘business.
Or

(b) How CRM strateglcally 1mportant for success
of a ﬁrm" L

(a) What is CRM strategy? Explam the contents
. of CRM strategy. :

o : Or
(b) Can customer satisfaction be inked to
increased proﬁtab111ty‘7 Comment.

(a) Write the business benefits of usmg a

bankmg CRM : N
Or o

.(b) How to 1mp1ement a CRM system?
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