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Answer either in English or in Assamese.

1. Answer the following as directed -

1x8=8

FaEe eprRs Foem SR St ) e

(@) Companies that  are becoming skilled
in CRM focus on :

fp. 9119, 9. 75 7 Bot i Sl
Fm— .
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(i)

(1)

(iii)

(v)

Understanding the perceived
performance and buyers

expectation
2lIZFT TS FREFTO! O &liazpa ol
g il

Giving benefits to the consumer
by reducing cost '

46 2 DR 22T w1 2 5=

Developing program to attract and
retain the right customers and
meeting the individual needs of
valued customers

@qg@amwwmwwwﬁﬁ

oI (Ol O el slimes ieste
GG 53¢ ) '

Giving thf: quality in features and
characteristics of produyct

2

s{eljg CafRISy S @elled MTTo T GojoTo
I w5

(Choose the correct answer) '

(wa CeCo! b Glered)

(b) Select the correct sequence of steps
involved in implementing a Customer
Relationship Management (CRM)

system :
22 75 AFIHA (CRM) AR o791 Tfee
TSRS (O Tl Aol B 3

(A)

(B)

(©

(D)

(E)

(i)
(i)
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Data Migration
CRIRCIDIRAEE R

CRM Strategy Development
. SR, e R
System Customization
CRIGIRENIT

Employee Training

OIS R

System Testing

elellen! #frel
(B), (A), (C), (E), (D)
(B), (C), (A), (E), (D)
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(c)

(d)
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(ii) - (D), (B), (C), (4), (E)
(iv) (A), (B), (C) (D), (E)

(Choose the correct answer)

(var Cewhr A5 Tfre)

The first stage of the Customer i_,ife
Cyclens:
olleF G 59 2RI 2 ¢
(i) Retention

TR
(1) .Development

ICERC|
(iii) Reach

el=irol
(iv) Advocacy

(Aol T

(Choose the correct answer)

(% Geaeh! q1f5 Ghvaay)

Personalization of services in CRM helps
to increase customer

(Fill in the blank)

fo. 9119 431° GRPTRA fermearet siioa
_ Faw=re TR HT |

(1T 9% 259 =)
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Which of the following best describes

“Collaborative CRM”?

ST (IRCH! “FREAAN 5. 9. O, % A eI

I 2 :

(i) Sharing customer information
across departments

ReIsPTRs Wiere aIzed ©2 ©lsl-<oq| i
(i) Automating invoicing

olele AT
(iii) Predicting sales trends

RPR oS! SREe -
(iv) Monitoring competitor activities

2fSrITT Rz HIrw 1
(Choose the correct answer)

(&% C&sco! 5 Bfarss)

CRM reduces the importance of
understanding customer feedback
because it focuses on historical data

only. (State whether True or False)

5. 9119, @7 alizg= afoferl Io 99 g I
A B (T @i\ﬁ]ﬁiﬁ RGPS IR EI0) Cﬂi@_gm
27 | (9% (@ G8% GEms 79)
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(g) Total Care Programmes are designed

).

to provide support only during the total
purchase process, not throughout the
entire product life cycle.

(State whether True or False)

RS TR eI BT foeiize w41 Tars, Tweat
o) SR 5G9 TS 7% | i

(7 7 Som SEry 7))

Which of these tasks is commonly
automated by Sales Force Automation ?

TR CRIACET PR RIS R 707 e fepaapael
RIS ENTRIE e £

(i) Lead tracking
fore (G

(@) Customer follow-ups

- SR A

(i) Sales forecasting
R o

(iv) All of the above
8 RN

(Choose the correct answer)

(%% ey o> Efersa)
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Answer any six from the following questions :

2x6=12

wmwwww'ms

@

(b)

(c)

(d)

(e)
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What is meant by customer touch
point ?

A iy I & @
What is meant by customer retention ?

alfeF «F T4 Fferea [ ol 22

Give one example of a relafionship-
based pricing scheme used by a
business and explain it briefly.

TIPS o FoR-fofes o0 Mdfe Rz
G0 B X Ol ) B S K2 R s ) Sl

Mention two objectives ‘of customer
acquisition.

2T ST 757 Trorly S |

Mention any two requisites for effective
customer acquisition.

o127 IS SNeT A R 700 A gel
TER 4
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(9)

(h)

()
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What is CRM business transaction ?

.19, TR o e

State any two key benefits of the CRM

process contributing to organizational

effectiveness.
FRo[OT] PRIFTONS SR st 3.5, @,
el RicpIcr 757 25 HRat S 7|

What is the role of predictive analytics
in CRM?

fo.om.qe SRae Resae gfim e

Define data mining in CRM.

.99, 9® @bt MEfes e faar

How does CRM Improve guest

experience in hotelg ?

PO 9@ G s wfefdq efseme)
CEICETRE

3. Answer any four from the following
questions : S5x4=20

O SHIERE Fdl Rzl BifEbIT Teq Bl g

(@) Discuss the significance of CRM in
modern business. ;

SRS AP fb. SIS, G.-F G D |

(b) Explain the different stages of the
customer relationship process.
sz A% elfear fifen “Rife K m
&4 | |

(c¢) Explain the various sources of input
for effective customer acquisition and

discuss how they help in attracting
potential customers.

- el Al SREeR A R/ieT SRR il
4 SIF GREIE TS AT UG e
(A AT (I SN 9|

(d) Discuss the impact of CRM business
transactions on organizational
performance and decision-making.

AR TS TiF PTaAIS &2e[ 8o[e
.91, 99, RS TR dok] Re@
AL 90 |
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(e)

(9)

()
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Describe the advantages of Sales Force

- Automation in managing customer

relationships.

TR R 3 4

Explain how technological advance-

ments are shaping the future of e-CRM
solutions.

f&are enifo @ .o an, i
e oIt $fFIR Gt =y w1 |

Explain how Information Technology
helps improve the effectiveness of CRM
in providing customer support.

oY efem WWWWW
fo. o<, @3 Tredel S e el
TR I R R i sy

Discuss the common chiaile
organizations face while im
CRM in service industrieg

REPFR AN YR copay jﬁm TR

nges
plementing

4. Answer any two from the following

questions : 10x2=20

o eI 1 e gl O il 8

(@) Explain the importance of Customer
‘Lifetime: Value: Piscuss, the ‘key
components or factors that determine

Customer _Lifetime Value. 5+5=10

o2 G RPETT Ford GFR TGl T AlRTI
SieeiEd. Yo [M4iFd A Y@ SAME A
FieTRd RISl |

(b) Explain the various strategies for
building customer relationships. How
do these strategies contribute to

customer satisfaction and loyalty ?
5+5=10

SiieT T 6ifb (O Riof (PP TR
4| @B (TR AR e S SNgersy
Jfars (T AW 2

(c) Critically examine the various customer
interactions routes in CRM. Analyse the

key factors that influence the

effectiveness of customer interactions.
] 5+5=10 -
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(d)

(e)
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TIEATAIFSIE 2IH 90| 25T @R
SRR el 51 327 TR Ko
341 |

Discuss the importance of Data Mining
in improving Customer Relationship
Management. Explain the key
application fields of Data Mining in
CRM. o+5=10

AT TF TR THe T s OS]
TGS ST R SN0 3591 | . i,
Gt MRFST I A (T gt < |

Explain the strategies wused by
insurance companies for effective
Customer Relationship Management.
Discuss how the use of technology and

relationship-building practices helps in
minimizing customer attrition.

S5+5=10



