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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 question No. 2 to 5;
3) Figures to the right indicate full marks.

Q1) Fill in the blanks by selecting suitable choice : (Any six) [6]
1)  CRM technology can help in
a Designingdirect marketingefforts
b) Developing new pricing models
Cc) Processing transactions faster
d) All of theabove
i)  The marketing messages committed to customers wishes is a part of

a) sPermission marketing b) Activity marketing

c). "“Supplier marketing d) None of the above

Iii) Isthe Role of IT in CRM.
&) Theinternet b) Computer Telephony Integration
c) Datawarehouse d) All of theabove

Iv) Building and sustaining long term business with customer is the aim of

a)  Electronic Customer Relationship Management
b) CRM

c) Customer acquisition

d) Customer management

PT.O.



v) Different component of customer profitability are
a) Retention, Expansion and Acquisition
b) Acquisition, Retention & Expansion
c) RetentionandAcquisition
d) Expansion& Retention
Vi) key players and their requirementsin CRM.
a) Customer Representative's Perspective
b) SystemAdministrator Perspective
c) Customer Perspective
d) All of theabove

vii) Factors are affecting Employee’s Perfermanee.
a Overwork b) Environmentcreation
c) RdationshipBuilding d) Noneof.the above
viii) Importance of customer perception is :
a Consideration b)" /Branding
c) Marketing d) “All of theabove

Q2) What is ‘CRM’? Explain the Reasons of customer Switching and Strategies
for Retention. [14]

Q3) Explainthe eCRM in Business.and Important CRM softwares. [14]

Q4) What is*‘ Customer Lifetime Value ? Explain the components and cal culation
of CLV aswell asmeasures to increase the CLV. [14]

Q5) Whatis*Customer Satisfaction’ ? Explain thefactorsreasonsfor measurement
and methods-ef measurement of customer satisfaction. [14]

Q6)" Write short notes : (Any Two) [12]
a) . Factors responsible for the growth of CRM.
b) Technologies of eCRM.
c) Profitability Management.
d) Customer Expectation and Customer perception.
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