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NOTE- i) All the questions are compulsory subject to internal choice.
ii) Figures to the right indicate full marks.

Q.1 A) Multiple choice questions: (Answer any 8) 8)
i) Long term CRM involves operational cost.

a) high b) low ¢) medium  d) none

i) means transferring the call to the available agent to reduce the waiting time of thie
customers.

a) call routing  b) call scripting ¢ personalization . d) channel optimization

iii) is an act of selling additional products to customers.
a) cross-selling b) upselling c)botha &b d) none
iv) is a method of recommending products or services to customers on websites.

a) clickstream analysis  b) online analytical jiocess  ¢) collaborative filtering
d)Traffic analysis

v) A service level agreement(SLA) is a tool for building _relationship with high valuc

customers.
a) formal b) informal *  ¢) shared d) none
vi) is the heart ofsellmg process.

a) customer delight b) customer satlsfactlon <) customer retention  d) customer loyalty

vii) is-also known as opportunity management.
a) customer relationship management b) lead management
¢) contact: management = “d) knowledge managemeht

viii) Privacy laws protect the interest of’ i

a) customers b) employees c¢) organizations d) all
(X)) : re]atlonshlp exists whena customu has tried a product for the first time.
: 'a) acquamtance e b) frlend c) partner d) stranger

SX) L are calculatlons or summarles of historical information that often compares trends

iover times. 0wl g
) busmess view data b) weirehouse data c) transaction data d) reference data
Q. 1. B) State whether the glven statements are true or false:- (Answer any 7) @)

) 1) Wm back is the f rst stage in the CRM strategy cycle.
11)Cybe§ a‘ge\nts\ a_re ‘viable means of providing basic customer support.
‘i) Eyent”basedhiérketing is also known as trigger marketing.
iv')Cal]_s made by customers 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 value management(CVM) is also known as customer value added approach.

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 collecting customer data.

x) CRM maintains relationship with customers by frequent contacts so as to obtain their
maximum data.

Q.2

a) Explain SLA and main elements of good SLA?

b) Explain the challenges and barriers in implementing CRM.
OR

¢) Write a note on Service level Agreement

d) Define CRM and explain its components in detail

Q.3. :
a) What is Data Management? Discuss different types of Data?

b) Discuss Customer Profitability and value Modelling
: ' OR
¢) What are the quality issues identified in the data
d) Explain customer retentlon and methods to improve customer retentlon'/’

Q4. ~
a) Write in detail the steps for lmplementmg a CRM program :
b) What are the‘complexities of CRM strategy
- OR
¢) Explain CRM Strategy Cycle. _
d) Explain the concept of Knowledge M‘anagement

Q.5.a)" Explain the features of E-CRM
b) Explain the software App for Customer Service.
Q3. c) Write Short notes on the followmg (Answer Any 3)
) E- mall response system :
11) Soc1a] Networkmg and CRM
iii) Levels of E-CRM
* iv) Ethical Issues in CRM
v) Recent trends in CRM
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