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Please check whether you have got the right quesuon pape«r»
All questions are compulsory subject to mternal chonc
Figures to the right indicate full marks. e
3. Attempt any two questions out of three.

N.B:

=

L

Q1 At mpt any two questions:
q-,%plam service level agreements in detail.
Discuss the evolution of CRM.
C. Explam customer proﬁtablllty segments

- Q.2 Attempt any two ql.estlons

®. What is call routing? Explain various types ( ol routmg’ R e e VAL (7.5)
b What are various customer retention strategles" Pl gy SEOOR RS NN (7.5)
.~ Explain various types of data analysxs P Y s P ' : (7.5)
Q.3  Attempt any two questions: Y, ‘ SN
4. Explain the Customer Value Management ( VM) framew' k (7.5) %
~b"How SFA helps in CRM plannmg7 ‘ £ 3 e (7.5)
¢. Explain the CRM strategy cycle (7.5)
0.4 Attemptanytwo questlons R BT O e S ¢
. a. Explain inbound and outbourid co ,nication“lnanelgement;" S g (7.5) '
~h- Disguss ethical i issues in'CRM: L e SRy (7.5)
A&/EX)')I:m advantages and dlsadvantages of moblle CRM A e O S (7.5)
Q.5 Case Study: TN e - e
a ay CD)‘ 1s the lndla s larges’ coffee servmg conglomerate that has presence
i ‘lthoucrh there ai ,anv café serv1ce i 'mdam such as Starbucks, Costz, Café Mocha etc,,
o)) successfully holds th largest market share ‘among all: This is primarily because CCD provides
tangibilit to--:its*sex:viéesx ugh:ni evamblence elegant: llghtmg and good seating,
s ) ac" eveahigh Jevel of customel satlsfactlon the CRM Strategy of CCD focuses on mainly
fIVE»faC rswhich-are ds f'”llo . :
(7.5)
(7.5)
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