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Answer either in English or in Assamese. ‘ el (B oI @ellee] TS T @aia[e

Il : vl <
- Answer the following as directed : 1x8=8 EP! " B )
. = . (Choose the correct answer,
eI erses Mo PR T frat (8% TGCo) > Clersd)

(@) Companies that are

3 be . .
in CRM fotus op coming skilled

(b) Select the correct sequence of steps

f@.@ﬁ.ﬂ:{_@w ; involved in implementing a Customer
ra— e PRICR et Relationship Management (CRM)
] : i i system :
g g;?(f;;f:ﬁ e ;hi perceived 5125 1% TAZAT (CRM) 2o 5191 TS
CE an u > 3
expectation T AN Coli AMCFPTRI Ao @ =D N 2
SIESE] ‘5@\2_\9 IR Sl ST Sl ) ,;1-9(-. e (A) Data Migration
aopet e ; Ay A GR B INASE
(@) Giving benefits to the Consumeli'\ : N.; 5 ;/ (B) CRM Strategy Development
by reducing cost 2 | <o J--’,‘ hs S
£ A.._\‘: ‘a‘a":};/ A L . 2 - ég *® El aas “i

5
2P R &l e B (C) System Customization

(iii) Developing program to attrac ' :
: BRI t and Fied (e
retain the right customers and il
mtlietlélg the individual needs of (D) Employee Training.
valued customers" < '
FoIT e
_\T; < T uf
ﬁ;ﬁjlﬁﬁwwmwww (E) System Testing
! o o LU ST e 2l T
ST 2j99) 35 |
; . s o i) (B), (A), (C), (E), (D
(iv) G}ivmg the quality in features ang (l) (B), (A), (C), (E), (D)
characteristics of progyet (i) (B), (C), (A), (E), (D)
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(@) (D), (B), (C), (A), (E)
(v) (A), (B), (C), (D), (E)
(Choose the correct answer)

(¥7 Cexeo) > Cyer)

(c) The first sta
ge of the C :
Cycle ‘i [ ustomer Life

=P T b A~ 2 ¢
(i) Retention
IRTF
(i) Development
T
(iii) Reach
&S|
(iv) Advocacy
CAIFFe] 51

(Choose the correct answer)

(®% Cewcs! s Sfrean)

(d) Personalization of Services i

to increase customer 7 CRM helps

. (BTl in the bignk
T oy
SRS CRIPTRY Fergame! sz
e e

(%7 312 779 7=1)
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Which of the following best describes

“Collaborative CRM”?

oo (PAUD! TG . S 9. ARG

T FE? -

(i) Sharing customer information
across departments
ol e izds O wis-Tod <+

(i) Automating invoicing
FERRRNTRISE]

(iii) Predicting sales trends
R oierol S

(iv) Monitoring competitor activities
oo G R =

(Choose the correct answer)

(@ Geqch! A5 Glered)

CRM reduces the importance of
understanding customer feedback
because it focuses on historical data
only. (State whether True or False)

5.1, @1, (1 aliea el gon e%e 2 I
T B (e AfORIPIE AT ST (TIPS
crill b (¥% 7 T O )
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(9)

(h)
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Total (;are Programmes are designed
to provide support only during the total

purchase process, not throughout the

entire product life cycle.
(State whether True or False)

“COIC=T (PR BT, S ST ERs @) e
TTRRICS- IR &I &GeeT foerize w1 Carm, swel
19 G 5 R w5y |

(&% @ g e 790)

Which of these tasks is

commonly
automated by Sales Force Automation ?

W@?@Wﬁ’mmﬁt@ﬁﬁwwaﬁﬂﬁq
Bl FASGFT 11 7

(i) - Lead tracking
1o CGRRe

(i) Customer follow-ups
ART S

(iii) Sales forecasting
R =y

(iv) All of the above
ST AR

(Choose the correct answer)

(&% Cexor 715 Clenear)

2. Answer any six from the following questions :
2x6=12

o I oAl Rz Bhre Ses i 2

(a) What 1s meant by customer touch

point ? '
afess R e 5 geiae

(b) What is meant by customer retention ? -

2z ¥ T IFE 7 el e
¥ (c) Give one example of a relationship-
Ij‘,:? based pricing scheme used by a

Vi ) R business and explain it briefly.

IS IFS TE-Tofes Fo eive <z
51 RS Al S FRCFCA T |

(d) Mention two objectiveé of customer

~acquisition.
olNeE SREE 75 Srl T |

(e) Mention any two requisites for effective
customer acquisition. -

212 S eSO G R o] el RSl
T 41 |
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(9)
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What is CRM business transaction ?

5. 919, 9%, IHIRE e o

State any two key benefits of the CRM

process contributing to organizational
effectiveness.

RIS FIFFTONS SRMIN s, 5o, @]
o RICPIc 751 25 Rer S 4|

What is the role of predictive analytics
in CRM ?

Define data mining in bRM

5. %14, EEAS TIb Wi3fes e fw |

How does CRM improve guest

experience in hotels ?

0. ST 951G (AT (RIBeTS i i
THO H(F?

Answer any four from the followmg

que stions :

5x4=20

o AERE A Rl BT s Frl 8

(@)

(b)

()

(d)
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Discuss the 51gn1ﬁcance of CRM in
modern business.

S RS 5. ST .- g S| 51

Explain the different stages ofthe
customer relationship process.

siee FoF e Rien s e T
40|

Explam the various sources of input
for effective customer acquisition and
discuss how they help in attracting
potential customers.

Wﬁﬁm W%Wﬁﬁ@@ﬂﬂ%ﬁw
WW&WWWW‘TW
(FEE T2 FE 0= 4|

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

ASIHE Tl S Fale AT o
5. o112 95, TPNRE @@ AR RIw
SCETo-l 41|
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(e)

()

(h)
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Describe the advantages of Sales Force
Automation in managing customer
relationships.

22 ITF ARDER T [ Az

TR R T 74 |

Explain how technological advance-

ments are shaping the future of e-CRM
solutions.

efeTe Sesifer @M .99, @, sTiRe
i I 9o GRIl Fpit = |

Explain how Information Technolﬁ;éy
~ helps improve the effectiveness of CRM _

in providing customer support.

2 AY(ET &ITT FRTS! &M w91 (e

fo. <17 9.3 TiehTel Sre e e
A T (iR R Gt 30|

Discuss the common challenges

organizations face while implementing
CRM in service industries

TR BrpiorTRe .94, 95, o PR IS
PR AR TN R ereyieginpes

Answer any two from the following

questions :

10x2=20

oo eI~ R 751 Oee TRl ¢

(@) Explain the importance of Customer

(b)

()
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Lifetime Value. Discuss the key
components or factors that determine
Customer Lifetime Value. 5+5=10

ST GRTPEH o0 OFg P T AT
CREEE o HeR o9 4@ SoAmE Al
IRTRS RAE ST <54 |

Explain' the various strategies for
building customer relationships. How
do these strategies contribute to
customer satisfaction and loyalty ?

, 5+5=10
&z = 9 (ol Rfeq FHiePrR T
T | G2 (FHEPTLR ST e S Eri?m—J
Ia© T T FE?

Cﬁtjcally examine the various customer
interactions routes in CRM. Analyse the
key factors that influence the
effectiveness of c_ustomerA interactions.

5+5=10
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(d)
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.79 s BT e @eiEist A2

SRCEAIFOIE AR 5 | 2l IAN
SRR deffie 91 I3y DR [
- | '

Discuss the importance of Data Mining

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

EF TR IR Te I (FIS GIb|
N2fFed wFes RAC D=5l 591 | 5.9, G
©io! MRFET I3 2T CRER IR 4 |

Explain the strategies used by
insurance companies for effective
Customer Relationship Management.
Discuss how the use of technology and
re¥a1§ionship—building. practices helps in
minimizing customer attrition.
5+5=10

A AR T 2liess vl RGBT




