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Max. Marks : 60

Time: 2 Hours

Instruction to Students:

p

1-1.

I-2.

The students should legibly write Section number along with question numbers within
the margin only.

QmBrok dwn Kogd, Tene I8, Hosdnda, TFwen JwuFT® Rdod ¥R wichdes.

The answers without Section number and question numbers will not be valued.

2uen Kol Tene T3, Roadndh SEeORRe AT QUICAYRY SPOTRTZ SRERHIHRL.
Section - I Multiple Choice Questions should be answered in the first page of main
answer book and same questions shall not be answered repeatedly.

Sunt- To9s wab wobedh FFRer ev3ousy, vt Bgcd SRto YUTY 2Bchedes: Tenp BT
e wvIoTR, BRTHSFRIRTD.

Any identifications like marking, ticking, dots etc., in the options of MCQ Questions
(Section-I) on the question paper is strictly prohibited. Do not write anything (except

register number) on the question paper.
BEBIFLOS Qgen- ISOs wab wokhed I ROR derend o, wwIone (Options) ed asnyTEe
Besch MthD XU BB ARE FF DY, thE AR, 1O HHD IRWI (V) ARHMIRY
BEDREIN AWOFRIRNG. I3, =agow 2oed (Fpcomsd Hodoh, BesHIRA) 38 oswPBe
IoRE woRHANYR, SRERTD.
Ordinary calculator may be used.
RERT, az;iw&ﬁcaacfaﬁ BT,

SECTION - I dzn - |
Answer all questions. ONE Mark each:
DR TR GvZoA. I 1 B80T

1x10=10

E-mail Marketing is marketing.

a) Direct b) Hidden

¢) Indirect d) Virtual

(wo3028) B seer SPTOFLIID SR FLIoITRNE.

a) Seo b) ew@ns

c) sdeey d) eooR8

SFA means

a) Sales force Authentication b) Sales force accounting
d) Sales force automation

c) Sales force auditing
1
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. C) IR0 o O RaotADIATY

QP Code 32623

AT ATD 00T -

‘ 3
a) Sook wo TPeSTD b) Swoer o &Y

d) Spoe WO :«;0130?505

Customer value is importantfor _________
a) Customer b) Customer and Producer

c) Producer d) None of the above

mss Py — O S0 D),oN.
b) mEs mone YwITE

a) mz3

C) ww2TE d) cdnxde @y
Customer Centricity is

a) an Art b) Arts and Science
c) a Science d) None of the above
BT FeoDroDdIcdD

a) &3 b) 38 @morte DR

C) Qw3 d) oSt @y

SMART criteria is

a) Sepecific - Measurable -Achievable-Relevant-Time bound
b) Specific -Manageable-Achievable-Relevant-Time bound
c) Smart-Measurement-Attainable-Reated-Timely

d) Specific-Measurement-Achievement-Related-Timely
2202 (SMART) Sn3toid 20838

a) DOF F-LYOINTOG-TOPTLTTIT-TOONS

b) 20F Z-2TFLRTOF-TRRNBTT TOWS

C) BATE-2¢0NQE-TORLRTE-302003 F50Os

d) 2orF - ¢0naE-eRRE-R00PIT-BTO3

are customer satisfaction measurement tools

a) Free surveys library b) Customizable Dash boards
c) Role based access d) All of the above

MeET A0, VoINS FSRVONS.
a) eoasE Baweg nogewod b) mEsecdrnez 33 Zor
C) T8 5003 Jssed d) eds e
CLV means '
a) Customer Life time value b) Consumer life time value
c) Customer Live value d) Consumer living value
AR 0TV
a) mMEt Bess 08 348 b) edeieen 2exx o 36
C) @3 eS0T B d) oeinen 2eazma 36
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-8. ABMis
a) Account Based Marketing b) Active Based Marketing
c¢) Accounting Based Marketing d) None of these
VR0 DOTT
a) 23 SHR03 [RTLY b) Bgod ©57003 SR,
C) €8 ©5008 BT d) cdnmxne ©y
I-9. M_arketing campaign is a concentrated marketing effort focused on _____ measure to
achieve one specific goal.
a) One b) Two
c) Three d) Zero
WRTFE TITH) 2.0 VOFT rOOORT, IenTen QT Feoeg @ Wty TWod3 FoNs.
a) L.om b) oo@
C) SR d) 23,
I-10. Virtual call center is also known as
a) Cloud based Call center b) Common Call center
c¢) Online call center d) E-mail call center
needd 3 30 FeoTH/I, DOTH  FBODWTIWN.
a) 3@ ©oRdd 33 0T, b) mexwg, 88 deog
C) ST 83 3e0g, d) &noxol 83 3eoq

SECTION - Il aen - |l

I Answer any Five questions. 3 marks each. 5x3=15
CIRPH)meEte N JFNR ¢0Z0. ST TRTh BoIRD.

II-1. State the benefits of customer acquisition
mEE Nesod TodeensnIm, 9.

II-2. What is Customer Experience Management?
METE NPT IRFBHE Q0TVEF?

II-3. Define CRM planning?
ABT.D0 03RETDFODT), [TV,

ll-4. What is inbound call center?
w980y 8080 Q0BBeR?

II-5. What are CRM Metrics?
2,807,000, 993RReLD H0BCNT?

II-6. What is meant by Customer Loyalty?
REE Y 2088e?
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II-7. Give the meaning of web based customer service
[ STR03 MEE Jednth F0F3e?

HI-E'B‘._‘ ‘What is customer centricity?
L TIREE, Be00ST0N 20889

SECTION - lll agwrt - 1

Il Answer any 3 questions. 5 marks each.
WRPYHTBR e BIRER w03dR. oo R LOBAW.

l1I-1.Write the challenges of Enterprise Marketing in brief.
TFD FRDFID FToLORTI), RdEson LBo0.

l1I-2. Write a note on Relationship Marketing
Towoy IwbsLl L £53363 L0,

l1-3. State the advantages of CRM
AST.OTTT ODIRONR, S9R.

lI-4. What are the types of Customer expectations?
B3 J0eFOD RNPHFY?

I1I-5. Write on Web Marketing.
S ST 1O 2B0ND.

SECTION - IV &t - IV

IV Answer the following Questions, Ten Marks each.
39NS TBROR ev30a. S 10 LOTML.
IV-1. Define CRM Strategy. Discuss its components.
2.80°.90. JOZMOFOD), WA, BTT VOTATI, BUFA.
OR/ete
What are the problems in implementing CRM? Explain.

QP Code 32628

2.680°.00. O, wabaagmim@ﬁoaﬂg m%a:oﬁ xw:asma@@? WO

3x5=15

2x10=20

IV-2. What is Customer Satisfaction? Bring out the methods of measuring customer satisfaction.
mEE 3038 H0Tdead? MEE FOF{ODE, VYoINT JFOSNYE, d[OR.

OR / egao
Define CRM Marketing? Elaborate its uses.
2.80°.00. SRDBLODI, 59,0008 BT OTOINTZODI), DTOR.
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