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I nstructions to the candidates:

1) Question. No. 1 and Question. No. 6 are compulsory.
2) Solve any three questions from Q. No.2 to Q. No. 5.
3) Figuresto theright indicate full marks.

Q1) Fill intheblanks by selecting suitable.¢hoice (any six) : [6]
) A Is an organised callection of detailed information about
individual customer for future purpose.
a Customer database b) Customer mailinglist
c) Business database d) None of the above
i) _ isastudy of how indivudals, groups and organisations select,

by, use and dispase-off goods, services, ideas or experiences to satisfy
their needs and wants.

a  Consumerbehavior b) Product cycle
c).=~Purchase behavior d) None of the above
i) Istheroleit IT in eCRM.

a “Mass Customisation
b) The Business Goals and Measurement
c) Theintegrationfactors
d) eCRM Risk
Iv) SAP. CRM software is a
a Comprehensive
b) Automation
c) Marketing automation and Customer Support
d) All of theabove
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v) Customer Experience Management isthe
a Brund promotion
b) Word of mouth communication and reputation
c) Previous experience of the company
d) All of theabove
vi) Building the Experiential Platformincludes
a Experiential positioning
b) Experientia value promise
c) Overdl implementationtheme
d) All of theabove
vii) Process of CRM Implementation includes
a) Competitive SituationAnalysis
b) StrategicAlignment
Cc) BusinessInterruption
d) All of theabove
viii) IS the advantage of Customer Centric Organization.
a Creating aunique experience
b) Esteem & satisfaction
c) Collaboration
d) Reduced Absenteeism

Q2) What is' CRM’ ? Explainthe evalution of relationship asamarketing tool and
factors responsible for growth of CRM. [14]

Q3) Definetheterm ‘e-CRM::.. Explain the eCRM in Business and |mportant CRM
softwares. [14]

Q4) Explainthechanging rolesof 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]
d  Customer Recall Management
b) Features of eECRM
c) Customer Litetimevalue
d) CRM Implementation
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