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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 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


	
	 
	
	BCLL
	CO(s)
	Marks

	1.
	a)
	What is the nature, scope and benefits of CRM?
	L2
	CO1
	[7M]

	
	b)
	Examine the various levels of services in CRM.
	L3
	CO1
	[7M]

	
	
	
	
	
	

	2.
	a)
	How do you predict customer behaviour?
	L3
	CO2
	[7M]

	
	b)
	What is a call script? How to create a cold-call script?
	L4
	CO2
	[7M]

	
	
	
	
	
	

	3.
	a)
	Explain field force automation in CRM and explain its objectives in CRM.
	L3
	CO3
	[7M]

	
	b)
	Differentiate between contact force and field force. 
	L4
	CO3
	[7M]

	
	
	
	
	
	

	4.
	a)
	Critically examine the ethical issues in usage of customer data.
	L5
	CO4
	[7M]

	
	b)
	Distinguish between data warehousing and data mining.
	L4
	CO4
	[7M]

	
	
	
	
	
	

	5.
	a)
	Analyze the steps involved in CRM implementation.
	L4
	CO5
	[7M]

	
	b)
	Examine the critical success factors of CRM implementation.
	L5
	CO5
	[7M]

	
	
	
	
	
	

	6.
	a)
	What are the circumstances under which resetting of CRM strategy is required?
	L4
	CO6
	[7M]

	
	b)
	Narrate the scope of CRM development team.
	L2
	CO6
	[7M]

	
	
	
	
	
	

	7.
	a)
	Bring out the ways to acquire new customers.
	L3
	CO1
	[7M]

	
	b)
	Explain the strategies of customer retention.
	L6
	CO2
	[7M]

	
	
	
	
	
	

	8.
	a)
	Critically examine the implementation issues of CRM.
	L5
	CO4
	[7M]

	
	b)
	How do you evaluate a CRM system?
	L5
	CO5
	[7M]
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