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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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31 I/(Unit T)
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What do you understand by customer relationship management (CRM) ? Give

suitable examples.
34t/ (Or)
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Discuss the impact of technology on the consumer’s lifestyle.
g3 II/(Unit II)
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Explain the different modules of CRM. Give suitable examples.

A4/ (Or)
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Elaborate the process of online customer relationship management.

g1 III/(Unit IID)
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Define communication. Establish the relationship between customer commu-

nication and the company.
34t/ (Or)
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Elaborate the dimensions of service quality taking IT company as an

example.
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e IV/(Unit IV)
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Elaborate the implementation issues in customer relationship management.
qat/(Or)
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What do you understand by Enterprise Resources Planning ? Explain its benefits

and drawbacks.
g3 V/(Unit V)
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Explain the call centre process for development of relationship with
customers.
314/ (Or)
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Explain the impact of customer relationship management on marketing of

services.



