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Note:    a)  No additional answer sheets will be provided.

          

b)  All sub-parts of a question must be answered at one place only, otherwise it will not be valued.

          

c)  Missing data can be assumed suitably.

ANSWER ANY 5 OUT OF 8 QUESTIONS. EACH QUESTION CARRIES 14 MARKS.

Bloom's Cognitive Levels of Learning (BCLL)

	Remember
	L1
	Apply
	L3
	Evaluate
	L5

	Understand
	L2
	Analyze
	L4
	Create
	L6


	
	 
	
	BCLL
	CO(s)
	Marks

	1.
	a)
	How do you acquire customers in CRM?
	L4
	CO1
	[7M]

	
	b)
	What are the different ways to build better customer relationships?
	L4
	CO1
	[7M]

	
	
	
	
	
	

	2.
	a)
	Write about the call center management and its role in CRM.
	L3
	CO2
	[7M]

	
	b)
	How do you measure customer satisfaction?
	L4
	CO2
	[7M]

	
	
	
	
	
	

	3.
	a)
	History of Enterprise Resource Planning.
	L1
	CO3
	[7M]

	
	b)
	How Does an ERP System Work?
	L4
	CO3
	[7M]

	
	
	
	
	
	

	4.
	a)
	Explain Market Basket analysis (MBA) and click stream analysis.
	L5
	CO4
	[7M]

	
	b)
	Why is data mining becoming so important in CRM?
	L6
	CO4
	[7M]

	
	
	
	
	
	

	5.
	a)
	Difference between homegrown and outsourced approaches.
	L3
	CO5
	[7M]

	
	b)
	What are the components of a business plan?
	L3
	CO5
	[7M]

	
	
	
	
	
	

	6.
	a)
	What is CRM strategy? Explain the contents of CRM strategy.
	L4
	CO6
	[7M]

	
	b)
	How can resetting CRM strategy? Explain in detail.
	L4
	CO6
	[7M]

	
	
	
	
	
	

	7.
	a)
	How do you build customer loyalty with example?
	L2
	CO1
	[5M]

	
	b)
	What is the purpose of call script?
	L2
	CO2
	[5M]

	
	c)
	Explain supplier relationship management process.
	L2
	CO3
	[4M]

	
	
	
	
	
	

	8.
	a)
	Why We Need Data Warehouse? Advantages & Disadvantages.
	L5
	CO4
	[5M]

	
	b)
	Discuss steps involved in business planning process.
	L3
	CO5
	[5M]

	
	c)
	What is meant by customer relationship complacency? Elaborate.
	L6
	CO6
	[4M]
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