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I-1.

I-2.

The students should legibly write section number alongwith question numbers
within the margin ONLY.

SRBFo Hyn Boad, Tore B3, B3RSy BFFN SPRET” 71803 2ot wdcdedess.

The answers without section number and question numbers will not be valued.
Qn Koss, &3y F;8, Rosdnes SRehRTe 2o i lela o) SPORRTE IRBHRMHBY,
Section - I Multiple Choice Questions should be answered in the first page of main
answer book and same questions shall not be answered repeatedly.

oen - 1898 0@ weded S3R0R ev3oRs), ¢w3d 23,803 SATO FRRY 28edeiesd e
ede ZBROR LTS, DTN IF KW,

Any identifications like marking, ticking, dots etc., in the options of MCQ Questions
(Section-1) on the question paper is strictly prohibited. Do not write anything
(except register number) on the question paper.

23, 23,8008 arn - 1 BOR v wobed FIRIR Redodr ol vo3dne (Options) =3
o3nHe deaedd rchady Bous EEAa i) aéjg BRI, 108, ARITY, 10 gD SRR
(V) e Bnes) statnn QUECHTSINT. T8, B3,80d Foed (f0e0833 Bos3 el BRIDTR)
23¢8 c3Re IBBR WORLHRATEY, IRELROR.

SECTION-I a»n -1
Select the most appropriate answer from the options provided. One mark each:

got3os Eﬁoibﬁri@od 20c3RT YOITRT, &od, BRR. I .07 WOoE. 10x1=10
CRM frame work includes

(a) Product Service (b) Process

(c) People (d) Allof the above

CRM 2fo8e3), agrival) L.¢rieoks.

() &3 Tone Les () Fgod

(2) I (B) 8 Ded3 v

Key aspects of customer centricity include

(a) Customer life style (b) Customer experience
(c) Customer value (d) All of the above
o200 Beo) 30D 30D WoBrty S INTH

(2) Mz eI 3O (®) myzs vz

() MmBE IP, (@) Bed8 dextp
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I-3.

I-4.

I-7.

Benefits of social CRM are :
(a) Improved customer service
(c) BothA&B
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(b) Increased Customer Loyalty
(d) None of the above

B8 CRM & 30deessns FHnds) Loinoag

(2) Ropeb3 mmd A
(2) 2HFH 0 0EN

In the context of CRM, SFA stands for
(a) Sales field allocation

(c) Sales fronted audit

CRM oRehz® SFA S Rod@ ded

(@) Soots 3ed, Bowss

(2) Sooots BwozPnd S8, BOBRFS

Relationship marketing does not include
(a) Trust building
(c) Two way communication

() B3z ry@s o
(8) 03 SRYTL ¥Y

(b) Sales field audit
(d) Sales force automation

(0) Snoow 4¢3, 38, BOBRGS
(B) =woots 2208 037008,6300

(b) Customer Loyalty programmes
(d) Customer Dissatisfaction

%0207 [rothEe G, WINPORLF DL,

() ME8C Sows ReRRD
(2) QD ROBBI

(0) mB3 g oor RN
(&) mm3d vl

A persons are all groups that have a direct / indirect influence on their

behaviour.
(a) Inspirational group
(c) Disassociate group

(b) Reference group
(d) None of the above

22 T0D SRR DS B3P, SFT FERGTN TLRBHIY, VeI THOTNTY

o) 20T 28odnSess.
(2) RRSFmHE MOF
(2) Geartzoa mow)

Features of call centre does not include
(a) Customer Data Management
(c) Detailed Customer History

(22) émt;geéo o)
(B) SO BRRHE B

(b) Automated Call Capture
(d) Customer life time value

BoU® ROLITT S23 MYy werpoktR)RL:

(2) MIBC TS ATFBE
(%) HMTT M,TE0 2303

() %030 O3 88 ZBLBOIZTH
(&) M,BE0 BedZIHD nj'ae_;b

Customer relationship management is about ;

(a) Acquiring the right customer
(c) Instituting the best procesg

Mo,®8 NS DR A0WOT daEodhn il g g¥ns
(a]

(b) Motivating Employee
(d) All of the above

%0 2.

—
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(%) &3 T3 ooy ORI

(&) FoeDT QTP
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. QP CODE:

[-9. Problems in implementing CRM are .

(a) Resistance to change (b) Lack of user adoption

(c) In adequate planning (d) Sufficient training

CRM &35 o0mSievRsOs wts saysnd: :

(2) wBCHNHA B,880¢3 " (@) wesm0s B3 8R03

(2) ©aFTET e (p) moBa) 30
1-10. CRM technology can help in :

(a) Processing transaction faster (b) Developing new pricing model

(c) BothA&B (d) None of the above

CRM 2082355 83 ﬁmo:baddg( SRRII .

(2) IFTOTIR) Fertewn FFoXRVRDZHD  (») BRR BS IRTE0 3030

(2) & Q0D (@) B eI BRYTL ¥
SECTION - II &zment - 11

II Answer any FIVE questions of the following. Three marks each:
39NS BRR)TTEAR T FIRVR WIda. I Sopdh WoIRL:

II-1. Define CRM.
CRM @Qmﬁa}a@&.

II-2. Give the meaning of customer loyalty.
M,BT AFOD Wi S9A.

II-3. Mention the key benefits of customer centricity.
Mm@ 5e08),3 T,03peRTNT), 2IBOWD.

II-4. Give the meaning of Customer profitability.
M,BFT SBT3 Wit DHZOA.

1I-5. What do you mean by CRM planning ?
CRM odness omdesy ?

I-6. Give the meaning of cross - selling.
©Z SPo0ET i D[OA.

[I-7. Write a note on Call Centres.
80 Seondne s$oed e3a3,e3030a, LWT0ND.

II-8. Write any three benefits of Brand Extention.
13,00 QFTF0d Shedh Fodezsarivay, WORO.

SECTION - IIT &3nn -

O Answer any THREE questions of the following. FIVE marks each.
8N IRRHmRTBe Roseds BFAYH W30 3T DT woirwy,

lI-1. Explain the factors responsible for the growth of CR,
CRM 259337t so0omens @oBneay, H=0%
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I1I-2. Briefly explain the factors affecting customer satisfaction
M,BET FoZ ok e SO 0O COBRYRY Xog N HToN.

1I-3. Write a note on steps in CRM planning.
CRM c3petsmo 3,8,000hOS Bo3nea) HI0A,

~ III-4. Explain the strategies for Customer retention,
MR,BES;, YowBetE 303 nvsy HE0A.

III-5. Mention the benefits of E-CRM.
E-CRM & =03 nexsndsy wdod.

SECTION -1V 2mn -1V

IV. Answer the following questions. TEN marks each. 2x10=20
89NE Z,3nvn wv3dad. oo BB WoBNLL.

IV-1. Explain the types of CRM.
| CRM 3 a5ng) asoa.
OR

Explain the CRM marketing initiatives.
CRM @Zndstsones TOBZIRLT) HTOR.

IV-2. Explain the benefits of Customer acquisition.
Mo®30 LI T 03renreRy H[OL.
OR

Explain the information technology tools available in CRM.
CRM 7t 0530003 Sioked 308051 TOBDAYS), HROA.
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