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Q1) Fill in the blanks by selecting suitable choice (any six) : [6]

i) A________ is an organised collection of detailed information about
individual customer for future purpose.

a) Customer database b) Customer mailing list

c) Business database d) None of the above

ii) _____ is a study of how indivudals, groups and organisations select,
by, use and dispose off goods, services, ideas or experiences to satisfy
their needs and wants.

a) Consumer behavior b) Product cycle

c) Purchase behavior d) None of the above

iii) ______ is the role it IT in eCRM.

a) Mass Customisation

b) The Business Goals and Measurement

c) The integration factors

d) eCRM Risk

iv) SAP. CRM software is a _______.

a) Comprehensive

b) Automation

c) Marketing automation and Customer Support

d) All of the above
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v) Customer  Experience Management is the _______.
a) Brund promotion
b) Word of mouth communication and reputation
c) Previous experience of the company
d) All of the above

vi) Building the Experiential Platform includes_______.
a) Experiential positioning
b) Experiential value promise
c) Overall implementation theme
d) All of the above

vii) Process of CRM Implementation includes ________ .
a) Competitive Situation Analysis
b) Strategic Alignment
c) Business Interruption
d) All of the above

viii) ______ is the advantage of Customer Centric Organization.
a) Creating a unique experience
b) Esteem & satisfaction
c) Collaboration
d) Reduced Absenteeism

Q2) What is ‘CRM’? Explain the evolution of relationship as a marketing tool and
factors responsible for growth of CRM. [14]

Q3) Define the term ‘e-CRM’. Explain the eCRM in Business and Important CRM
softwares. [14]

Q4) Explain the changing roles of CRM and customer Experience Management.[14]

Q5) Explain in detail Customer Centric Organisational structure and Employee
Organisation Relationship. [14]

Q6) Write short notes (Any Two) [12]
a) Customer Recall Management
b) Features of eCRM
c) Customer Litetime value
d) CRM Implementation
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gyMZm …- 1) àíZ H«$. 1 Am{U àíZ H«$. 6 gmoS>{dUo Amdí¶H$ Amhoo.
2) àíZ H«$. 2 Vo àíZ H«$. 5 n¡H$s H$moUVohr VrZ àíZ gmoS>dm.
3) COdrH$S>rb A§H$ àíZm§Mo nyU© JwU Xe©{dVmV.
4) g§X^m©gmR>r ‘yi B§J«Or àíZn{ÌH$m nhmdr.
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à.à.à.à.à.1) ¶mo½¶ n¶m©¶ {ZdSy>Z [aH$må¶m OmJm ^am (H$moUË¶mhr ghm) : [6]

i) .............. åhUOo ^{dî¶H$mbrZ Cn¶moJmgmR>r d¡¶{º$H$ J«mhH$m§{df¶r Vn{ebdma ‘m{hVr
Jmoim H$ê$Z g§J«{hV H$aUo.
A) J«mhH$ S>oQ>m~og ~) J«mhH$ ‘oqbJ ¶mXr

H$) ì¶dgm¶ S>oQ>m~og S>) darbn¡H$s H$moUVohr Zmhr

ii) ........... åhUOo ì¶º$s, JQ> Am{U g§ñWm Ë¶m§À¶m JaOm ^mJ{dÊ¶mgmR>r dñVy, godm, H$ënZm
qH$dm AZŵ d ¶m§À¶mAmYmao H$emMr {ZdS>, IaoXr, dmna Am{U {dëhodmQ> bmdVmV ¶mMm Aä¶mg
Amho.

A) J«mhH$m§Mo dV©Z ~) CËnmXZ MH«$

H$) IaoXrMo dV©Z S>) darbn¡H$s H$moUVohr Zmhr

iii) B©-gr Ama E‘ ‘Ü¶o Am¶.Q>r. Mr ŷ{‘H$m ................. AgVo.

A) ‘mg H$ñQ>‘m¶PoeZ ~) ì¶dgm¶ Ü¶o¶ Am{U ‘mnZ

H$) EH$ÌrH$aU KQ>H$ S>) B©-gr Ama E‘ Omo{I‘

iv) Eg.E.nr., gr. Ama. E‘. gm°âQ>doAa .............. Amho.

A) gd©g‘mdoeH$ ~) ñd¶§MbZ

H$) {dnUZ ñd¶§MbZ Am{U J«mhH$ g‘W©Z S>) darb gd©

v) J«mhH$ AZw^d ì¶dñWmnZ ............... Amho.

A) ~«±S> Om{hamV ~) Vm§oS>r g§XoedhZmMo eãX Am{U à{Vð>m

H$) H§$nZrMm ‘mJrb AZŵ d S>) darb gd©
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vi) AZŵ dr ßb°Q>’$m°‘© V¶ma H$aÊ¶m‘Ü¶o .............. g‘m{dï> Amho.

A) AZŵ dmMr pñWVr ~) AZŵ dmË‘H$ ‘wë¶ dMZ

H$) EHy$UM A§‘b~OmdUr Wr‘ S>) darb gd©

vii) J«mhH$ g§~§Y ì¶dñWmnZ A§‘b~OmdUrÀ¶m à{H«$¶o‘Ü¶o .............. g‘m{dï> Amho.

A) ñnYm©Ë‘H$ n[apñWVr {díbofU ~) YmoaUmË‘H$ gaoIZ

H$) ì¶dgm¶ ì¶Ë¶¶ S>) darb gd©

viii) J«mhH$ H|${ÐV g§ñWoMm ................... hm ’$m¶Xm Amho.

A) EH$ AZmoIm AZŵ d V¶ma H$aUo ~) AmXa Am{U g‘mYmZ

H$) gh¶moJ S>) H$‘r AZwnpñWVr

à.à.à.à.à.2) "J«mhH$ g§~§Y ì¶dñWmnZ' åhUOo H$m¶? {dnUZmMo V§Ì åhUyZ g§~§Ym§Mr CËH«$m§Vr Am{U J«mhH$ g§~§Y
ì¶dñWmnZmÀ¶m dmT>rgmR>r H$maUr ŷV R>abobo KQ>H$ ñnï> H$am. [14]

à.à.à.à.à.3) "B©-J«mhH$  g§~§Y ì¶dñWmnZ' ¶m g§H$ënZoMr ì¶m»¶m Úm. ì¶dgm¶mVrb B©-J«mhH$ g§~§Y ì¶dñWmnZ
Am{U J«mhH$  g§~§Y ì¶dñWmnZmVrb ‘hÎdmMr gm°âQ>doAa ñnï> H$am. [14]

à.à.à.à.à.4) J«mhH$ g§~§Y ì¶dñWmnZmMr ~XbVr ŷ{‘H$m Am{U J«mhH$ AZŵ d ì¶dñWmnZ ñnï> H$am. [14]

à.à.à.à.à.5) J«mhH$ H|${ÐV g§ñWmË‘H$ g§aMZm Am{U H$‘©Mmar g§ñWm g§~§Y g{dñVa ñnï> H$am. [14]

à.à.à.à.à.6) WmoS>³¶mV {Q>nm {bhm (H$moUË¶mhr XmoZ) : [12]

A) J«mhH$ naV ~mobdÊ¶mMo ì¶dñWmnZ

~) B©-J«mhH$ g§~§Y ì¶dñWmnZmMr d¡{eï>o

H$) J«mhH$ AmOrdZ ‘wë¶

S>) J«mhH$ g§~§Y ì¶dñWmnZ A§‘b~OmdUr
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