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: Answer. ALL »questrons e
ALL questxons carry EQUAL marks

1 A place Where goods are bought and sold agamst the prlce cons1deratlon between S

the buyers and the sellers is called

() Bxchaige .. (i) Market

L 'i.'_---(rn) E—commerce (rv) Transactron

18HMB33V

_,_Th'é- . A RO concept holds that consumers w111 favor products thatg}f:i_.;. - e
R ,-Offer the most m quahty, performance and Innovatrve features P T
LR f(I) Marketlng (i) Productron & (111) Productv.-‘ (IV) Selllng

3 AMarketers often use the term to cover varrous groupmgs of customers

B Buymg power T (11) Demographic. segment

5,}:-(111) Market .', 'f (lV) People

ls not a part Ofmarketlng mlx : - RPN

£ o :'.:A_'a)_i;r-o_duct (ll) Product P (111) P lace | (lv) P lace /

B CRM Systems covermg real-tlme aspects of sales related actIVIty is referred to as
@) Sales Force: Automation < (i) CRM Customer Servrces ' :

K o (111) CRM Customer Commumcatlons (1v) Automated Marketmg

) i -_Marketlng isa process thch arms at _...___.____ &
vo o A Production f: i T (ii). Proﬁt—makmg
B (m) The satIsfactlon of customer needs (Iv) Selhng products

g Process of manage mformatlon about customers to maxrmrze loyalty is sald to be

T .y (111) Retailers management : (Iv) Customer relatronshrp management 3

3 Identrfy whrch i NOT the part of Modules of CRM S L e
o) Advanced technologres e (u) FunctIonal components L T
Y ,-"_v:;;.}(ln) Fmancral components (1v) Channel e

SN ._ " ..(l) Standardrzatron B ng o (n) Storage .
G f.(m) Packagmg '_ (1v) Transportatlon

S '(1) Permrssron marketmg B ()] Mass marketmg

| :Whrch of the followmg is not mcluded in the functxon of physwal supply

is referred to as segmentatron

s ‘(111) NIche marketmg : : (1v) DIfferentrated marketmg
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: - Answer ALL questions o e e
ALL questrons carry EQUAL Marks }‘(5 x5= 25) - o

- B 11 a Hrghhght the ob]ectlves of CRM
o b Outlme the concepts of CRM and customer hfe cycle

Explam customer 1nt1macy S

L " b L1st out the nature of CRM strategy

Analyze the contextual factors of CRM strategy
‘ ‘OR . '

| R Brlng out the 1mplementatron 1ssues of CRM loyalty

14 r.va‘_' Outlme the classrﬁcatlon of customcr W1th reference to loyalty
R b Deﬁne customer loyalty and trace the advantages for settlng up loyalty

-

1 5 g Brmg out the challenges of new marketmg in CRM

0 b Outlme marketmg automatlon

SECTION -C 140 Marks[

© Answer ALL questions ‘f\‘ : T
ALL questlons carry EQUAL Marks o (5x8=40) - .

Summarlze the componcnts of CRM
5 R OR .
Explam busmess to busmess CRM

L 1 7 a Examlne the various natures of the CRM strategy
| o "OR -
o b Dlstmgursh between mternal and external CRM strategy

e 18 a Outlme the key phases of CRM from busmess strategy perspectrve -' L
A - "OR o o
S b Analyze the contextual factors of CRM strategy

19 a Summarlze the concept of customer satrsfactron in CRM
L '.‘b Infer the types of customer loyalty and comfort zone
L 200 "' Can Categorlze and explam new marketrng challenges 1n customer commumcatlon
R RO - OR L
Lo b Drscover the evolutlon of marketmg automatlon .




