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Question No. I is compursory. Attempt any four frorn euestion No. 2 td'i. 
' ' ,.:

Figurcs to the r ight indicatc ful l  marks.
Illustrate your answers with rcar timc exampre and ncat diagram wherever neccssary.Write specific points for your answers.

Dcfirrc CRM. Why it is inrponant for an Organization 2 5

Who arc ASP's? Discuss their role in brief. s

what urc thc diffcrc.t barric-rs to succcssful salcs Forcc Autonratio'..) 5

Whar do you rnearl by IVR with referd:nce of Cailcenter? 5

what do you mca'by'custo,rer lifc cycrc? Irow wc can anaryzc g
customer lifctinre value (CLV)

f)i-scuss Data synchronization process for Sales Force Automatio'. g
Why a flexible Technology required for it.?

Discuss the process of Logging and Monitoring with reference of cafi 4Center.

lSxplai'some of core ltnctio'ality of sales Forcc Autornation in cletails.

Discuss clil ibrcnt CIIM technology conrponcnts in dctail.

Illustrate some of charactedstics of e-CRlr{.

Discuss various factors to be considcrccr f<rr thc wcb-r:nablcrncnt of carl
. 
ccrttcr.

Discuss canrpaign, planning and managemer.t with reference of
Entcrprisc Markcting Autonration (EMA).

Discuss the importancc of Reporting toors with rcfererce of sares Force 4Autornation (SfA).

Explain various type of training required during ir:rprenlentation of g
CRM.

what is thc sigrrificancc of Kickoff mcctirrg? \\rlr'r uscd to participatc inf . l r is mcct ing? Discuss thcir  rolc in dctai l .  :

Explain the process of customization during impre ..entation of cRM.

Explain the process of Prototyping and propc,sal Generation whileirulllcnrcnting CIfM.

*cost of retaining ord customer is arways ress than generat!ng new one,'.Just i ly this state mcnt with propcr.*ornpl. .

why most of ASp's advertise' 24/7r36s uptimc for their customer,s.

Writc short notcs on lbllowing topic:
Autonrated intelligent Call routing.
Powcr Uscr iJeta'l 'est.
Loyalty and Rctcntion prograrn l.brcustomer.
Respclnse Managenrcnt.
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