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                    Max.Marks:70

 
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 FIVE 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








Part - A 



Max.Marks:20


[image: image1.wmf]Answer all QUESTIONS.
	
	
	BCLL
	CO(s)
	Marks

	1
	How to acquiring customers in market?
	L3
	CO1
	[2M]

	2
	What is sales profile? 
	L1
	CO2
	[2M]

	3
	Define E-commerce.
	L1
	CO3
	[2M]

	4
	What is collaborative filtering?
	L1
	CO4
	[2M]

	5
	Mention various functions in CRM.
	L2
	CO5
	[2M]

	6
	What is team?
	L1
	CO6
	[2M]

	7
	What do you mean by customer loyalty?
	L2
	CO1
	[2M]

	8
	Define ERP.
	L1
	CO3
	[2M]

	9
	Write short note on scope of CRM?
	L2
	CO6
	[2M]

	10
	Write short note on market basket analysis?


	L3
	CO4
	[2M]








           Part – B


   
 Max.Marks:50

ANSWER ANY FIVE QUESTIONS. EACH QUESTION CARRIES 10 MARKS.
	
	 
	
	BCLL
	CO(s)
	Marks

	11.
	a)
	Discuss various key elements of service level agreement. 
	L2
	CO1
	[5M]

	
	b)
	How to create and manage effective SLAs?
	L2
	CO1
	[5M]

	
	
	
	
	
	

	12.
	a)
	Distinguish between cross selling and up selling?
	L1
	CO2
	[5M]

	
	b)
	Explain one-to-one relationship marketing.
	L1
	CO2
	[5M]

	
	
	
	
	
	

	13.
	a)
	What is sales process? Mention different forms of sales activity.
	L3
	CO3
	[5M]

	
	b)
	What do you mean by field force automation? Mention its advantages.
	L3
	CO3
	[5M]

	
	
	
	
	
	

	14.
	a)
	Explain the concept and techniques data warehousing.
	L5
	CO4
	[5M]

	
	b)
	Explain various applications of data mining in CRM.
	L5
	CO4
	[5M]

	
	
	
	
	
	

	15.
	a)
	Write the importance of top management involved in CRM implementation?
	L6
	CO5
	[5M]

	
	b)
	How to prepare a business plan and give some examples?
	L6
	CO5
	[5M]

	
	
	
	
	
	

	16.
	a)
	Define strategy. Explain the purpose of CRM strategy.
	L4
	CO6
	[5M]

	
	b)
	Discuss the features of CRM development team?
	L4
	CO6
	[5M]

	
	
	
	
	
	

	17.
	a)
	What is customer retention and how to improve customer retention?
	L2
	CO2
	[4M]

	
	b)
	List out top partner relationship management software’s in 2023.
	L5
	CO3
	[3M]

	
	c)
	Homegrown vs out-sourced approach.
	L6
	CO5
	[3M]
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