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Q.1 A) Fill in the blanks rvith appropriate lvords (zrny

1. There are E's in E-CRM.
( six, nine, eight )

2. Tlie cost of any CRM solution must be

( hard and soft, Internal and external,

is the process that works as
a
J

managers

to achieve their work related obj
( service automation, C

enables service

directed

by their manager and

AS

( Activity

5. An

a netlvork

(App

6

(Da

to custon:ers over

centers )

costs and rnitigate risks

the _-- and incremental

teracts with callers, gathers information

CRM, Interactive Voice Response)

Business views are calculations or

7

tirne.

Data, Data Integration)

sale, marketing and service strategy that is used to

organization's customers

M-rnarhcting )
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Paper / Subject Code: 77913 / Customer Relationship Ma

Ii) State rvhether follorving statements are True or False (any

1. Internet bankirrg /email /ATM /Data warehousing are

CRM in banhs

2. Prof. Paul Greenberg is called a father of CRM

3. CRM is a strategy which is cttstomized to

4. The beginning of the 90s brought the major

5. Cross selling is the action or practice of

existing customer

6. E-CRM and CRM are one and

7. E-CRM is an advance versiolt

8. ACD facilitates controlling

departtrent

9. Cross selling and

10. E-CRM is onlY,

Q.2 A) Define CI{M

B) Explain irt

c)
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ent (MCRM) and its advantages

in CRM?

CRM solution?

B2C and B2B

Loyalty Matrix in detail

Q.3

il

of developing Market IntelIigence Enterprise

types of cost incurred in implerneutation of CRM?

il
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Paper /

A) Explain

B) Explain

Write short

fiom

through in,

i.
2.

4.

5.


