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SECTION A — (10 × 2 = 20 marks)

Answer ALL questions.

1. Define CRM.
2. List out the demensions of relationship marketing.
3. What is Branching logic?

4. Define customer satisfaction survey.
5. Define supplier partnership.
6. Explain intellectual capital.
7. What do you mean by CRM Architecture?
8. What are lasting relationships?

9. Mention the components of a CRM Programme.
10. What is customization?
                       SECTION B — (5 × 5 = 25 marks)

Answer any FIVE questions.
11. Explain the objectives of Customer Relationship Management.
12. List the requisites for a customer relationship survey design.
13. How does trust and commitment affect relationship?

14. Discuss the special characteristics of services.
15. How are collaborative Relationships developed?

16. Discuss the types of CRM Programmes.
17. Explain the process model of relationship marketing.
18. What are the causes of failure of CRM? 

SECTION C — (2 × 15 = 30 marks)

Q.No. 19 is compulsory and Answer any ONE from the rest of                             TWO questions.
19. Case Study (Compulsory):


M-Viron

Company Background


M-Viron is the leading network of local Orange mobile specialists with 17 outlets across the U.K. Managing Director Sarah White, took over one shop in January 2004 and then the Stone branch in September 2006 which is where the call center is now based. At the time M-Viron focused on retail, but had some Business to Business customers, with their two telesales staff making all sales calls on mobile phones. The company has grown over the last few years from 7 members of staff in 2005 and now has 18 employees.

The Business Challenge


M-Viron operates in an extremely competitive sector facing varied business challenges on a daily basis from third party retailers as well as the netwprks themselves. Manging Director Sarah White, was looking to grow the business and was approached by a competitor who was interested in selling her their predictive dialing solution. Sarah was put off by the price but was interested in the concept, so decided to start looking into alternative solutions and came across Telecom Applications.


M-Viron’s requirements meant that the majority of outbound calls are made to mobile phones. The adoptation of the Telecom Applications solution with the TouchStar Dialler software meant that only live calls go through to their advisors as the software identities engaged tones and phones which are set to voicemail mode. In addition, M-Viron can now generate inbound calls by leaving messages on customers’ voicemail.

Questions

a. Why did M-Viron choose Telecom Applications?

b. What are the benefits of Telecom Application Solution?
20. What are the ll C’s of relationship marketing? 
21. How do we evaluate customer satisfaction?  Bring out the steps that are necessary in conducting  a customer satisfaction survey?   
_______________
[P.T.O.]
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