16.

17.

18.

19.

(b) Explain call center process in detail.
grev Ceen i dgwepamperiu eflfleurs allers@ea.
SECTION C — (3 x 10 = 30 marks)
Answer any THREE questions.

Describe the objectives of Customer Relationship
Management.

eumgsenawrett enal Guarearenwuler Crrashsamar

efleufl.

Analyse the growth of Customer relationship
Management in India.

@pHwureled eurghmSLITETIT 2D @LDGUI‘I’G‘&'OTG&LDLI%GBT
aueTTéSlenw LELILInie) Glewis. ¥

Examine the various information required for an
effective CRM.

LweyETeT  euTgs@sUTeTT 2 pe|  GeramamdE
Caanauwimer UGN SHEIMEMET TS

Discuss the performance evaluation process in
detail.

Qeuddper  wHNSH Qewdpopow  fflears
Meumd).
lyse the causes for failure of customer

uship management.

e 2_may Cueramenouden Cgraellsamen

S UEUUITLGY QFls.
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BSBA36 — CUSTOMER RELATIONSHIP
MANAGEMENT

Time : Three hours Maximum : 75 marks
SECTION A — (10 x 2 = 20 marks)
Answer ALL questions.
‘1. What is meant by cusfomer loyalty?
euTiq GenawITeTt B9 &M erenLig wimg)?
Write short note on Direct Marketing.
4 FHe@sUILBSED GHiSs An GHLLY aamys.

Loy t are the forces driving CRM? -

QUL SENGILITETT 2. GoemamrenineniL W&
o;,';;g?lé;{ga;ﬁ wrened? i i
“AWhat CRM can offer to the firm?

aumgsensurett 2.pe| Gueraraw Hpeeasdne
GTGITEN GULPMIG (LPlg UL|Lb?
5.  What are the activities of CRM?

amgsmsurart 2.pa Guaramrenwuder HLcliqsansaer
WIreneu?

6. How will you increase customer loyalty?
GUITIG.GEN &ILITGTIT Balli

9 Hlafindrser?

ellaeuradens GTEUAT)
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10.

L1.

12,

Write short note on prospecting.
SyravQuéig i @Nss Hy @Oiy euamrs.
What is meant by modification?

LOTHOLD GTETLIS) WTE|?

What is Data Warehousing?
BEGUD Lk eremped eremen?
Expand IVRS.

IVRS eréruigeir eflfleumgaid gmes.

(a)

(b)

(a)

SECTION B — (5 x 5 = 25 marks) .
Answer ALL questions.

State the complementary layers of customer

relationship management.

auTgS@sWrert = mna; Guerarenouder Bl
2ABsGsmeT @Bl 6s.
| Or

In what way customer loyalty is different
from customer satisfaction?

args@msurent  eflaaursd  eumgdenswmen
ALguie anba ereuaumny Caupu®Ams?
Explain CRM cycle in detail.

eurgEamsUTerit o may Gueramann &Lpndlenu
eflfleura aflemsge.

Or
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13.

I
i

1] )
e

(b)

(a)

(b)

What are the advantages of CRM?
QLY SENSWLITETIT 2_Mey
[BGITGNLOSENET WITEHE?

Goemeimeniouesr

State the aims of CRM program.
aurgS@awrert e pej Cueraramn AL s
Cprésismer GHUAGS.

Or

Discuss the various components involved in
Customer Relationship Management.

QU SSWITETT 2 ma| Gloevmeimanio FOUHS L L
LeGeum samiganers LHH efeurd).

WTETELD HMID @ Gsudpapuden
Té&5SeNHS @GOG, :

_ »; State the purpose of Management and
/ a{a"“e Us NQovernance Process. '
W&
) 5
. L An
. Ma |

ap
o
)&

3,?; Or

¥ Explain the evolution process of relationship

marketing.

2 may FHanFLILI[H Ss60 6
Qrwapennari efeaur,

uiflemrmio

What are. the tools involved in CRVM
technology?

QUG SN &I TETIT 2. M6y GLosometre
Qgmlemi s mE UL @arer s(HedseT wre

Or ‘
gk



