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SECTION - A / Q%o - &

Answer the following questions. Each question carries one mark. 10x1=10
83 BYNI TJNON wvZOR0. TG JJN WO WOFDI), BRODTVIT.

1. (a)

(b)

(c)

(d)

(e)

(f)

(8)

(h)

()

Define CRM.
CRM @530{ WVETOIA.

Expand CPA.
CPA 0535301 DAHORO.

What is Customer Value ?
M®E BPY, F0TTEW ?

Expand LCV.
LCV 0333301 DBORD.

What is data mining ?
@Beedd fné%)one ROTTETD ?

What is RDBMS ?
RDBMS 2033e3 9

What is Strategy ?
308 OTTeR ?

What 1s B2B ?
B2B 20333 92

What is Mission ?
O Q0TTEZD 9

What is E-mail marketing ?

Q—30CF T[IVFFLIOTTY OTTEZ ?

P.T.O.
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10.

11.

12.

SECTION - B / Qo0 —

Answer any four of the following questions. Each question carries five marks.

& $9NT CIRYTESL LY, BINET WWIOR. TS TBOW DB SOBRIR, BROVHIT.

Explain the CRM Process.
CRM I @03303353% QDTORO.

Discuss the types of CRM.
CRM3 @ﬁdﬁ@é?\b&‘ 33,

Explain the customer satisfaction process.

REES 32 BIoHODT, HFOLO.

Briefly explain the strategy framework of CRM.

CRM 2083 25¥3833), FOgTmoN QBOR0.

Write a note on mass marketing.
MOTRE0E [IEFLIONT 7} €3Ted TEWO.

Explain the problems in implementing CRM.
CRM3 @mmﬁm@?md@ﬁ xmﬂéwm% QDWORO.

SECTION - C / Q%on — &

4x5=20

Answer any three of the following questions. Each question carries ten marks.

3 $9NT CIRYTESR AT TINIAR WIOR. TS T B, VORI, BROOHIT.

Define CRM. Explain its benefits.
CRM 39,2530%. 903 BOIRCRINTY, DB[ORD.

Critically discuss the strategies in retaining customers.

MOTITW, WOPRIRWT F0IRTD, LWTvFZFaoon e 0.

What is plan ? Explain steps in planning for CRM.
deexd 20TTed ? CRM 0dpeiksodds TOINFI), DWORO.

Briefly explain the benefits of CRM for manufacturing and service industry.
WTHTS DB Fewmw NBEFTYN CRM I TodeewInem), FOFTN DB[ORD.

Briefly explain CRM metrics to measure the CRM success.
CRM 00333, @dodhed CRM SRR, FOgeToN QBOX0.
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3x10=30



