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17MCOC24B – CUSTOMER RELATIONSHIP MANAGEMENT

Part A

        10 x 1/2 = 5                  
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 of the above 

2. CRM technology can help in
a. Designing direct marketing efforts  
           b. Developing new pricing models  
c. Processing transactions faster 

           d. All of the above
3.  The marketing messages committed to customers wishes is a part of
a. Permission marketing


           b. Activity marketing




c. Supplier marketing

 
                      d. None of the above
4.  _______is any occasion on which the brand or product is used by end customers.
a. Customer touch point


           b. Retailers touch point



c. Company touch point


           d. None of the above
5.  A consumer buying behavior is influenced by 
a. Cultural and Social factors

                      b. Personal factors

c. Both (a) and (b)



           d. None of the above
6. ___________ exerts the broadest and deepest influence on buying behaviour.
a. Social factors



                      b. International factors

c. Personal factors


                      d. Cultural factors
7. __________ is the study of how individuals, groups and organizations select, buy, use and 
    dispose off goods, services, ideas or experiences to satisfy their needs and wants.
a. Consumer behavior


                      b. Product cycle

c. Purchase behavior


                      d. None of the above
8. _______uses sophisticated mathematical and statistical techniques such as neutral networking and cluster analysis.
a. Data mining



                      b. Data survey





c. Customer Relationship Management 
           d. None of the above

9. Process of manage information about customers to maximize loyalty is said to be
a. Company relationship management

b. Supplier management

c. Supplier management



d. Customer relationship management
10. This is an approach to selling goods and services in which a prospect explicitly agrees
      in advance to receive marketing information.
a. Customer managed relationship

            b. Data mining
c. Permission marketing



 d. One-to-one marketing






Part B



                             5 x 4 = 20

                                                        Answer all questions

Each answer should not exceed 200 words or one page
11.a. What is the meaning of Customer Relationship Management? Explain its types.
(Or)

11.b. What is the meaning of Service Level Agreements?
12.a. What are the benefits of Customer Relationship Marketing?
(Or)
12.b. Write short note on Cross Selling and Up Selling.
13.a. State the features of Sales Force Automation.
(Or)
13.b. List out the objectives of Supply Chain Management.
14.a. What are the benefits of managing and sharing customer data?
(Or)

14.b. List out the benefits of Market Basket Analysis.
15.a. What are the factors considering choosing CRM tools.
(Or)

15.b. What are the ways for managing customer relationships?






  Part C                                                            5 x 7 = 35

                                                 Answer all questions

Each answer should not exceed 600 words or three pages
16.a. Briefly explain the way to acquiring New Customers.
(Or)

16.b. Explain the different levels of Service/Sales  Profiling.
17.a. Discuss the benefits of Customer Retention.
(Or)

17.b. Briefly explain How to measure Customer Satisfaction directly?
18.a. Explain the importance of CRM in e-Business.

   (Or)

  18.b. Explain the benefits of Supplier Relationship Management.
  19.a. Differentiate Data Warehousing and Data Mining.
     (Or)

  19.b. Explain the various methods of Data analysis.
  20.a. Explain the steps to CRM implementation process.
       (Or)

  20.b. Discuss the phases for resetting the CRM strategy.
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