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                                                                         Part A                                       10 x 1 = 10       
	Choose the Correct Answer

     1. Customer Relationship Management is about
            a. Acquiring the right customer               b. Instituting the best processes	
            c. Motivating employees                         d. All the above

     2. 	Advantage of CRM
  a. cost of the software                           b. Improve overall relationship with customer 
  c. customization of the business           d. all the above.

     3.  Difference between customer’s evaluation including all costs incurred and benefits is called
	a. Customer Perceived Value 	     b. Company market value 
            c. Customer affordability                         d. Customer affordability 

     4. Company's monetary, time and energy cost, all are included in
	a. Total customer cost                            b. Psychological cost	
            c. Personal Benefits	                            d. Image Benefits

     5.  E-commerce involves the application of						
	a. Knowledge Management systems      b.  Product Management 
	c. Services Management systems	     d.  All the above 

     6. For choosing the right CRM strategy __________ is used.					
a. Criteria matrix 	                             b. Selection Matrix	
c. Choice Matrix	                             d. Condition Matrix	

7. In an Internet context, this is the practice of tailoring Web pages to individual 
    users’ characteristics or preferences. 
           a. Personalization 	                             b. web services         
           c. Client/server                                         d. Customer valuation 

     8. This is an arrangement in which a company outsources some or all of its 
         customer relationship management functions to an application service provider (ASP).	
          a. Supplier relationship management 
          b. customer information control system 
          c. Hosted CRM                                           d. Online Transaction Processing 

     9. _______uses sophisticated mathematical and statistical techniques such 
         as neutral networking and cluster analysis.
          a. Data Mining                                           b. Data Survey 	
          c. CRM			                             d. None of the above

10.	This is a systematic approach to the gathering, consolidation, and processing of consumer data (both for customers and potential customers) that is maintained in a company’s databases.
 a. Database marketing                           b. Marketing Encyclopaedia 
 c. Application Integration                       d. Service oriented integration
			                                  










                                                                               Part B		                                5 x 6 = 30
Answer ALL questions
Each answer should not exceed 400 words or two pages

11.a. Explain the ingredients of a Customer Relationship Management Strategy. 			                                                               
                                                                                   (or)
11.b. Describe consumer experience modelling.	
							
12.a. Elaborate Sears model in customer relationship management.				
(or)
12.b. What is customer life time value? How customer profit analysis help to 
         understand customer?
								
13.a. How does knowledge management affect customers? Explain.				
(or)
13.b. What is business process flow in Customer Relationship Management?			
				
14.a. What is a web based CRM? Explain its benefits.						
(or)
14.b. Explain the factors influencing the designing electronic payment systems							
15.a. Explain the phases in developing a CRM.							
(or)
15.b. What are the modules in CRM? Discuss.											
						    Part C                                           5 x 12 = 60
 Answer ALL questions
Question No 20. Case is Compulsory
Each answer should not exceed 800 words or four pages

16.a. What is Customer Life Cycle? Explain the phases in Customer Life Cycle.		
(or)
16.b. Explain the different stages of evolution of Customer Relationship Management.
		
17.a. Elaborate Balance Score card in CRM.							
(or)
17.b. Describe the customer profitability measurement.
 							
18.a. Discuss about the various CRM software packages.	
(or)
 18.b. Explain the different CRM Models.														
 19.a. Elaborate the classification of digital e-payment systems in e-CRM.				                                                                     
                                                                                    (or)
 19.b. Discuss the privacy and security issues in e-CRM.	
						
 20.Case Study:(Compulsory question)

L&B is a fast growing Indian pharmaceutical company. It needs to deploy a CRM solution to strengthen its sales and marketing, and build robust systems to track customers, strengthen customer relations and enhance sales force productivity. In 2017, the firm is considering several CRM solutions which have been shortlisted on the basis of features and price. L&B is facing important questions: Which of the CRM solutions best suits the firm? What will be the direct and indirect effects of the implementation? With these questions in mind, the company Director Manoj Chaudhary is reviewing the details of the various CRM solutions and wondering if he should invest INR 50 million in one of the products. He wants to know what approach he should adopt in implementing such a solution and what challenges he should expect for successful implementation.

Questions:
[bookmark: _GoBack]1) Discuss the importance of CRM to L&B. Why should the company opt for a CRM solution?
2) Evaluate the direct and indirect effects of CRM initiatives on L&B?
3) Which CRM solution should L&B select and why?
4) Suggest a plan for implementing the CRM solution. Should it implement the solution 
    for the entire sales force at once or do it in a phased manner?				
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