16.

18.

19.

20.

SECTION C — (3 x 10 = 30 marks)
Answer any THREE questions.

Narrate the complementary layers of custome
relationship managemennt.
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cumgSensnent 2 me) Guerareaninuila o erer ‘[F;]I')'LJL{
21 (DS @Esener 686w s,

Deseribe the benefits of CRM.
QUM EEGWITEITT 2-Ma| (Bmwrrmnammuﬁ]am BETEHLDGENGT
e,

Enumerate the different types of Customer
relationship management.
aumgsesLmeri  empe| Coeramaouder LdGam) 2.
CUGHEHEBENEIT 611l 6ITe (%8,
Discuss the process involved in performance £
evaluation. . :
Qewedmeir ST Ig6 FDLIHSILIL L
- Qewdpanpsamar aflons e, 4
Explain about call center process.
58660 DianLpLiL] eibil BEwapanent LiHsl efeuf).
6,
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Time :

Three hours Maximuam : 75 marks
SECTION A= (10 x 2 = 20 marks)
Answer ALL questions.

Define eustomer relationship management.
QUG BEENSILITEITIT 26| GLeTemrents — eUenFm.

What is meant by Direct Marketing?
Gl sHensLILGGSE e Greumen?

State the aim of CRM program.
UMy s@suTerT  2.pe)  Guaramaw

Conéssms @0 L0 s.

SlLL gdlen

Which is the driving force of CRM?
aumgGeswrert epey Cuoarareanuier o bs &6
wmg?

What is the purpose of CRM?
aunigGenatent 2.ney Gomeamew e Crréa.h wing)?

What are the types of CRM programs?
QUMg.SensWLTaTT 2-pe| Goamarents §LLgdler aiamsser
WimeneU ? 2
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What is the requirement ofanalvucal CRM? o : (b)
aUTlgSenswner o ma| Gerermeniosnil - - UEGLUUTLe '
Ceweugen Gaemau wing)?

Tt the uses of CRM in business. 13 @)

eSlwimunySEle) euml.genaiTer T 2 may Cloerareioufer
Lweum(hiaenem L g6 (B,

What do you mean by workforce management
system? _
Ggmifleoman GLoeTerenLn SienLDLIL| GTENMITe) GTaen?

:  (b)
How “CRM” is different from “ERP"? 1.
“ERP” eow el “CRM” aréiaumm Goumuélms:?

SECTION B — (5 x

5 = 25 marks)

Answer ALL questions.

(a) Explain the need for CRM.
aumg saswreri o pe| Guoararawule Csmeu _ :
GDI53! ool : - Figort (b)
: @ns : : |
(b)  Write short note on Product Marketing. 15. (a)
Qe ebansud Had Sy @niy eiares.

(&) Discuss the grlowth of CRM in Tndia.
@bHwimellen BUITlg Sen@ et
Coerarenwullen aiariss @nsg) oflorsss.

Or
Rasiey 977

Sipal e N

; GUI'TLL}E@!SU.JJ‘I’G‘ITH

Explain the key stzzes of CRM.
QUITIq.&H6m& LITENTT & mey  SLoavrermeniod e (y:a;aﬁhu
SL_Lnisener e3euf].

Discuss the technolagical factors involved in

CRM.

QUM GENSLITETIT £ 0@ Goaymasrantoulley
FDUGBSLLILL ol mralaum L L Treuf] Benem
GAl @I (5. '

0:

Ilxplain the compor.ents of CRM.

GLIFI"lq_iEGDB':UJIT’TTIT 26y DGD[TGWT'U}LDUEI]GGT FnMiHen el

. aflaul.
(a)

State’ the process iavolved in Customer
Relationship management. : .
almg&@aumanT = zre Gueramraouler
FOUBSLULL L Geweirensamer @0l Hs.

: Or
Briefly explain the Cz=ernance process.
L Sapaom @MsHg) e Mauns er(Lp5s.
Write short note on Dz ta Warehousing.
pEoue SLniE @Ghles S0 GOy aemys.

Or : '

Discuss the impacz: of technology on
customer reiationship nanagement.
2 (10 GuemeimenLoudey

Gamplam ubdler srkes GHlss efaird.
38 s LT



