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'Iime:2Yz Marks: 75 Hours

Instructions: AII Questions are Compulsory'

l'igures to the right indicates maximum marks

Q.1.A) Multiple Choice Questions (Ansrver Any Eight) (8)

l. A bryer who yields revenlle which exceecls by an acceptable a1'Ilolll1t of cost is called as il

customer. (Loyal, integral, profitable, none)

2.Techriology, process ancl people are the pillars of

Leacl, Contact, None)

lur anagel.'r'leltt. ( I(n or'v1etl ge,

3.Collective liandiing of letters, faxes and e-rnails at one location is known as a

centre. (call, contact, inbound, none)

4.Custonter Cap is a gap betr,veen cllstonlel' expectation ancl (perception,

satisfactiorT, loYaltY. none)

5.Orcler tracking, product configuratiou is a .---- centred service. (cutstonrer, prodtlcer,

wholesaler, r'etailer )

6. are the elements of SLA. (Accountability, Perfbrmance, Remnnet'ation, All of

tlie Above)

i._based routing routes incoming calls based on the cttstolners location. (location,

g. is t6e heart of selling process. (Customer delight, cttstomer satisfaction,

customer rctention, oLIStonler loyalty)

9.The act to changing one brand of product to other is called as

Brand Switching, Brand Loyalty, None)

(llrand Equity,

l0 involves planning and organizing a service technician's activity plan fbr a

particular tit'ne p,:riod. (Quetling, Routrng, Scheduling, None)

Ql) B) State rvhcthcr True or False (Attempt Any Sevcn) (7)

I.Social networking helps to connect rvith tlew prospects.

2.Forecasting of workload and required staff is part of workforce analysis

3.CVM model creates value for customers by providing superior

prices.

4.E-CRM provides a centralized knolvledge base that handles and

quality

shares

prodr:cts at affordable

customer information

5.Language is a barrier for effective implementation of global CRM.

6. Warehouse data describes business events.

T.Customer value is a function of cash flow, profitability and crtstomer set'vicc.
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tj.ThesLAshorrlclincltrcleadetaileddescriptionofvariottsSerr,ices.

g.Trafltc analysis ancl e-commerce analysis are tire two levels of click stretrm alralysis'

I 0. Rel ationship rr-rarketing i s cross-t'unctiorlal lrarketing'

a)ExplaintlrcbcnefitsofCRMtoCtlstonlel.srswellasorgatrizatiotts'

b) Define CRM, Explain its objectives'
Q2)

, (or)

c) Explair-r Service Level Agreement? Explain its elentents'/

c1) Wliat clo you mean by CRIVI? Explain types of CRM?

Q3) a) What c1o yor-r mean by brancl su'itcl"ring ?Discuss the reastlus fbt'thc satne

i

b) Explain components of call centres'

z^-rr (or)

] -+^il ahnrrr the need for customer retention?
c) Explain Custombr retention' write indetail about the need fi

AnalYsis?
d) Write in detail ahout the types of Data

b) What are the objectives of CRM strateg'v?

(or)

c) Discuss thc strategies to fill the service gaps'

c'l) Expiain CRM strategY cYcle'

a) Elaborzrte on the recent trends in CRM

b) Discuss tl,e privacy issues in CRM ancl solutions fbr the silme'
Qs)

Qs)

(or)

c) Short Notcs ( AnY 3)

l. llcncflts of E- CRM

2. Contract Managemetlt'

3. OpPortr-urities for CRM

a. Hmail Respotrse managemellt SJ::teT-

5. Steps in h.nplernentation of MobileCRX;***
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