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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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I (Unit I)

Explain the impact of technology on customer life style in your own words.

(Or)

Define customer relationship management. Explain importance of CRM.

II (Unit II)

Define customer relationship management process.

(Or)

Describe the CRM in different Indian organizations.

III (Unit III)

Write a brief note on customer support methodology.

(Or)

Explain essential feature for managing customer communication.

(Unit IV)

What is meaning of right CRM solution ? Explain its importance.

(Or)

Write a brief note on CRM implementation process.
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(Unit V)

Explain the advantages and disadvantages of CRM as marketing tool.

(Or)

Write short notes on :

(a) Sales Force Automation

(b) Field Force Automation.
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