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I Total Marks : 75( 2% Hours)

N.B. : (1) Ali4uestiofl ale compulsory sulrject tii internal choice'

(2) F:igiures to the right irrrlicate full msrks'
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1. .Att*mp[ irn-v two questir:ns :

(a) Define cRM ancl explain its compofients in dctail.

(b) Explain senrice level agreemeilt in rletail'

(c) ,'At1 organization can pertbr:n brand buitrdirrg using re

madcetin g" . Cr:tnment"
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Attempt nny two questions . ,,,1i..r''

(ai Disquss cross selling and up selling giving sriitatrle.exirmples.

(b) rr&irite short note on I ,,,.- '

(i) C1'berAgerr -,i'
(ii) Wor*forct fuIanagement

{c) What is Data Managoment'} l)iscuss differ. cnt types r:f Data.

.

..\tttrnpt an-v twtl qlresticxrs :

ia) State and explain the steps invclrp in il.nplementation of CRM.

(b) lVhaf is clrstomer rralue? ExplaraSales Fcrce Autoiiration with suitable

examples.

(c) Explain the 3tr rneasul'es oi CRM evaluation'
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4 Attempt ntry two questions : 15

{a) llow social netr,l.crlcing wilt help to maintain better relations with 7.5

cnstomers in m' crganization?

(b) Iirplain inhor"ind ancl oLrthournd cot-llmunication managefilent' 7.5

(c) Hlaborate an the recent trends in {lRh'l' 7 '5

TURN OVER



8"P. Code :747fi82

Case litud-v :

Even lvhen SAfuIStINCi rvas tlre most pret-errecl brand for smart-phones,

ovei"a passags of tinre sevel'al other: lrrands cuptured the market ancl it became

drfficult lar the corxpan)' to retain their custr)ffiors as most of their customCIrs

srvitched to other brands. The marketing tczun identrfled that thc root caug,q

of the customer briurd switching lvas the acld oir featr-u es ancl application pn4zldd

by the r:ourpetitii:us. ,

Ib oveicame thc problem SAft,ISL,NG adllod serrerai featurc-s, created

rnore customer vahre. lallncher-l "Applit:ation Llontest" where thd Uuston:ers

r.l,ho clou,rtloadecl the appl.iczrtions muxiuurn uuml:rer of tim*i in tlreir smart

phone rvt-rrilcl tre gifted a S,{MSilNG stttat't phonc. The;c efforts helped

SAMST-||.IG to acquire ncw cristcrlrcrs and lctain fhe exrsting ones.

Qucstions :

iai *iscuss the CIRM concept usecl in this ca"r:.

(b) Explain how custou-rer profit chain can L;: beneficial to SAMStlltiG.
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