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Instructions :
1. The Question Paper is divided in five Units. Each unit carries an internal
choice.

2. Attempt one question from each Unit. Thus attempt five questions in all.

3. All questions carry equal marks.

4. Assume suitable data wherever necessary.

5. English version should be deemed to be correct in case of any anomaly in
translation.

6. Candidate should write his/her Roll Number at the prescribed space on the

question paper.
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g&E I (Unit I)
WU § Y A WHEQ g7 HieNuH & fafus wewl w1 wHwmEud

What do you understand by CRM? Explain various components of CRM.
{gar (Or)

WemuH IR WA % we A 9qEUl I-EeRug w fovvard weEmsu
Differentiate between CRM and e-CRM. Explain the features of e-CRM.

gas II (Unit II)
AEET AR H Rty S8 weeagel gffewr fumr 2 =i wifsw

How does CRM play a crucial role in online business ? Discuss.
Fgar (Or)

ARt & 4 @ F ¥? I ¥ TEAE H fGwR q T
What are the 4C's of CRM ? Explain each of them in detail.

gt III (Unit IID)

Hemue Hifas Ao gfea w1 IUge SeTely Hfed aasd |
Explain the CRM strategic planning process with suitable example.

et (Or)

Y1 TOEE Y AT F OGEII ¢ WHW Farerd! & orEml ol oft wHsmed|

What do you understand by Service Quality ? Also explain dimensions of Service
Quality.

g@E IV (Unit IV)
RN ¥ Y T ORI ©7 TRW AN FE B U T H S A g
B Ydl TR
What do you understand by ERP ? Expalin the technologies used to implement
ERP.
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AFqg4r (Or)

WeRTA TAHE & fau wEieEd iR aeAle! Savasars ® Sasu|

What are the functional and technical requirements for CRM solutions ? Explain.
&S V (Unit V)

FaaH UGy # WWUH # " W YYE  SdE |

What is the biggest impact of CRM on marketing in present scenario ?
FHg4ar (Or)

fort 91 & TEETEE T ST gESeN |

Explain the function of Sales Force Automation.
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