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SECTION —A
(2 Marks Each)
Answer any five of the following (5%2=10)

d FSNT 03NRYTTTR az'cs%t QBN :
. Who is a customer ?
o, B8 C33RT0 ?
2 Mention any two benefits of CRM.
CRMS cinRide @oR) B,03Resanes) eog A
3. What is meant by customer acquisition ?
mo,3%0 @3@@5&5 TR0 7
4. What is meant by customer loyalty ?
o, BTT D 00T O ?

5. Mention any two elements of CRM planning.
CRM o3ne80d Canmse TR $o3nvay 0 eDR.

_ What is click stream analysis ?
5 R e DB R HOTTER ?
7 What is meant by call scripting ?
Fo* :nge?,éorﬁ QOTT D ?

8. Give the meaning of CRM metrics.
CRM 25083, 3° 1% &30 AeB.

SECTION - B
(5 Marks Each)
Answer any four of the following : (4x5=20)
23 FYNT CSRPTITTR m%@tmgﬁﬁ‘u :

9. Explain the factors responsible for the growth of CRM.

CRM= B39=e3nint 590603300 @osﬁe;mga;ssm.
P.T.O.
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10.

11.

12,

13.

14.

Explain the strategies to retain the customer.
M), BFTS) YVRRERTS 303, NFT), DTOA.

Write a note on Web based customer support.
B SO Mo, BT WoWLT BOBd &3T 3 WIOWD.,

Explain customer strategy grid.
Mo, BFC FoCFS0Z, T N, T° T QWBOA.

Explain the role of CRM in marketing strategies.
BRFFLN’ FooRF 08,39, CRMS 08,330, D03

What are the challenges of CRM implementation ?
CRM &30mR S0 Fmoeonsd cdnws) ?

SECTION-C

(15 Marks Eac;h)

Answer any two of the following :
B3 YN cARPTae QTTE LUZOR

15.

16.

1.

18.

Explain‘the scope and types of CRM.
CRME 5, 5033 T,500M9=), JTOR. A

g

00 O

(2x15=30)

Briefly explain the features of advertising, sales promotion and personal selling.
2T, WRTHES 25T 0B 33, 0808T TRTLT IR NI, Bos TJamoNn D[OR.

Explain the steps involved in CRM planning.
CRM cinpensodd w.8inoRtis Bognes) Dm0

Explain the practice of CRM in different sectors.
ARG Feohnyd CRMS aﬁmzsxw@( DWOR.




