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Instructions 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.
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Q1) Fill in the blanks by selecting suitable choice : (Any six) [6]
i) CRM technology can help in __________.

a) Designing direct marketing efforts
b) Developing new pricing models
c) Processing transactions faster
d) All of the above

ii) The marketing messages committed to customers wishes is a part of
________.
a) Permission marketing b) Activity marketing
c) Supplier marketing d) None of the above

iii) __________ is the Role of IT in CRM.
a) The internet b) Computer Telephony Integration
c) Data warehouse d) All of the above

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
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v) Different component of customer profitability are __________.
a) Retention, Expansion and Acquisition
b) Acquisition, Retention & Expansion
c) Retention and Acquisition
d) Expansion & Retention

vi) _________ key players and their requirements in CRM.
a) Customer Representative’s Perspective
b) System Administrator Perspective
c) Customer Perspective
d) All of the above

vii) ________ Factors are affecting Employee’s Performance.
a) Overwork b) Environment creation
c) Relationship Building d) None of the above

viii) Importance of customer perception is __________.
a) Consideration b) Branding
c) Marketing d) All of the above

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

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

Q4) What is ‘Customer Lifetime Value’? Explain the components and calculation
of CLV as well as measures to increase the CLV. [14]

Q5) What is ‘Customer Satisfaction’? Explain the factors reasons for measurement
and methods of 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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doi : 3 Vmg]                      [EHy$U JwU : 60
gyMZm : 1) àíZ H«§$. 1 Am{U àíZ H«$. 6 gmoS>{dUo A{Zdm¶© Amho.

2) àíZ H«§$. 2 Vo àíZ H«$. 5 ‘Yrb H$moUVohr VrZ àíZ gmoS>dm
3) COdrH$S>rb A§H$ nyU© JwU Xe©{dVmV.
4) g§X^m©gmR>r ‘wi B§J«Or àíZn{ÌH$m nhmdr.
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àíZ 1) ¶mo½¶ n¶m©¶ {ZdSy>Z [aH$må¶m OmJm ^am : (H$moUË¶mhr ghm)¶mo½¶ n¶m©¶ {ZdSy>Z [aH$må¶m OmJm ^am : (H$moUË¶mhr ghm)¶mo½¶ n¶m©¶ {ZdSy>Z [aH$må¶m OmJm ^am : (H$moUË¶mhr ghm)¶mo½¶ n¶m©¶ {ZdSy>Z [aH$må¶m OmJm ^am : (H$moUË¶mhr ghm)¶mo½¶ n¶m©¶ {ZdSy>Z [aH$må¶m OmJm ^am : (H$moUË¶mhr ghm) [6]
i) gr. Ama. E‘. V§ÌkmZ ............... ¶mg ‘XV H$ê$ eH$Vo.

A) ôQ> {dnUZ à¶ËZm§Mr AmIUr H$aUo
~) ZdrZ qH$‘VrMo ‘m°S>ob {dH${gV H$aUo
H$) ì¶dhmamda OiX à{H«$¶m H$aUo
S>) darb gd©

ii) J«mhH$m§À¶m BÀN>oZwgma dMZ~Õ {dnUZ g§Xoe hm ............. EH$ ^mJ Amho.
A) nadmZJr {dnUZ ~) {H«$¶mH$bmn {dnUZ
H$) nwadR>mXma {dnUZ S>) darbn¡H$s H$moUVohr Zmhr

iii) gr. Ama. E‘. ‘Yrb Am¶. Q>r. Mr ŷ{‘H$m ............ Amho.
A) B§Q>aZoQ> ~) g§JUH$ XþaÜdZr EH$ÌrH$aU
H$) ‘m{hVrMo H$moR>ma S>) darb gd©

iv) J«mhH$m§er XrK©H$mbrZ ì¶dgm¶ ~Z{dUo Am{U {Q>H${dUo ho ............... Mo C{Ôï>o Amho.
A) B©. J«mhH$ g§~§Y ì¶dñWmnZ ~) J«mhH$ g§~§Y ì¶dñWmnZ
H$) J«mhH$ g§nmXZ S>) J«mhH$ ì¶dñWmnZ

v) J«mhH$m§À¶m ’$m¶ÚmMo {^Þ KQ>H$ ...................... AgVmV.
A) YmaUm, {dñVma Am{U g§nmXZ ~) g§nmXZ, YmaUm Am{U {dñVma
H$) YmaUm Am{U g§nmXZ S>) {dñVma Am{U YmaUm
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vi) ............... ho H$s ßbo¶g© Am{U gr. Ama. E‘ ‘Yrb Ë¶m§Mr Amdí¶H$Vm.
A) J«mhH$ à{V{ZYrMm Ñï>rH$moZ ~) àUmbr àemgH$ Ñï>rH$moZ
H$) J«mhH$ Ñï>rH$moZ S>) darb gd©

vii) H$‘©Mmè¶m§À¶m H$m‘Jrarda n[aUm‘ ................ KQ>H$ H$aVmV.
A) OmñV H$m‘ H$aUo ~) n¶m©daU {Z{‘©Vr
H$) g§~§Y {Z‘m©U H$aUo S>) darbn¡H$s H$moUVohr Zmhr

viii) ............... ho J«mhH$m§À¶m OmUrdoMo ‘hËd Amho.
A) à{V’$b ~) ~«±qS>J
H$) {dnUZ S>) darb gd©

àíZ 2) "J«mhH$ g§~§Y ì¶dñWmnZ' åhUOo H$m¶? J«mhH$ ~XbmMr H$maUo Am{U J«mhH$ YmaUm ì¶dñWmnZmMr
YmoaUo ñnï> H$am. [14]

àíZ 3) ì¶dgm¶mVrb B©-J«mhH$ g§~§Y ì¶dñWmnZ Am{U J«mhH$ g§~§Y ì¶dñWmnZmVrb ‘hËdmMr gm°âQ>doAa
ñnï> H$am. [14]

àíZ 4) "J«mhH$ AmOrdZ ‘wë¶' åhUOo H$m¶? J«mhH$ AmOrdZ ‘wë¶mMo KQ>H$ Am{U JUZm VgoM J«mhH$
AmOrdZ ‘wë¶ dmT>{dÊ¶mMo Cnm¶ ñnï> H$am. [14]

àíZ 5) "J«mhH$ g‘mYmZ' åhUOo H$m¶? J«mhH$ g‘mYmZmMo KQ>H$, J«mhH$ g‘mYmZm§Mo ‘moO‘mn H$aÊ¶m§Mr
H$maUo d nÕVr ñnï> H$am. [14]

àíZ 6) WmoS>³¶mV {Q>nm {bhm (H$moUË¶mhr XmoZ) [12]
A) J«mhH$ g§~§Y ì¶dñWmnZ dmT>rg H$maUr ŷV R>abobo KQ>H$.
~) J«mhH$ g§~§Y ì¶dñWmnZm‘Yrb V§ÌkmZ.
H$) J«mhH$ Z’$m j‘Vm.
S>) J«mhH$ Anojm Am{U J«mhH$ AmH$bZ.
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