Paper / Subject Code: 46013 / Marketing: Customer Relationship Manager

. (2% Hours)

NOTE- i) All the questions are compulsory subject t‘obintemal chol
ii) Figures to the right indicate full marks.

Q1 A) Multiple choice questions: (Answer any 8)

i) Long term CRM involves operational cost. .
a) high b) low ¢) medium ‘

i) means transferring the call to the availablé s
customers. *
a) call routing

i) _
a) cross-selling

customers.
a) formal

vi)

vii) Adsalso’k
T I £

a) customer telationsh
O 8S STg

% j\,\? :
COPELS |
< b\) }\M%}g‘éfg@use data c) transaction data d) reference data

S R
fa;fe«,ﬁ » %jgl:s‘»*ep' statements are true or false:- (Answer any 7 @)
S ERATE eyt
y llﬁ‘lgﬁﬁk s the-fir ih the CRM strategy cycle.
Jeragentssare eans of providing basic customer support.

¥

ng is also known as trigger marketing. "\
¢dmers to the call centres is a part of inbound communication.
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v) Service delivery GAP 4 is a communication gap.
vi) Customer vziue management(CVM) is also known as customer Va:
vii) CRM strategy focuses only on creation of valuable customers
viii) E-CRM is derived from e-commerce.

ix) Cloud computing software is efficient means for collect

x) CRM maintains relationship with customers by frequent g@

-

maximum data.

Q.2

a) Explain SLA and main elements of good SLA? \ o)
b) Explain the challenges and barriers in implgﬁgn,\tg >l

N,

d) Define CRM and explain its compog@%s, d6

A

Q.3.
a) What is Data Management?

¢) What are the quality i
d) Explain customer réten]
Q.4
®)
(M
®)
(7

8)
Q)

(13)
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