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5 which ts not type of CRM
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h !r'!dil’,\'nai r.lppr()‘dCh 13 not 3
I Telephon i §
' o S 1. by L EPOS [V Personal selling
2 cansactional Analysis concept s given by
{ PW(A , (L MTP [ILRVM IV. Eric B'erne
4 MIE model is given by
L PWC  1RVM 1 B2B [V Eric B'eme
e. Yes Bank 1sindia’s __ largest private sector bank
y | e i et HI. Third IV Second
g) State whether the following statement are True or False (5)
| CRMisonly asoftware
2 Internet Banking 15 a product/6f E-CRM
1 B2B buyers are rational
4 Customer Service = Accountability ~ Service
-5 CRM i3 only tor front office use
(1 Match the following (3)
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'éﬁ a. Right Customer & Retain the nght customer not 2very
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h 4 Right Relationship b. Pravidé™est service
! ¢ Product Centric <. Potential Customer
 d. Right Retenion 1. Provide best product
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2 Ay Explain CRM & its rvpes briefly (8)
Bi How w0 »'n market throuzh effectively implementation of CRM (7
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0.3 A) Give the reasoits ‘or customer switching
gement architecture
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i3) F-xplain in detail knowledge mana
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CRM to an
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D Explain in details benefit of ors
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0.4 A) Explain in det
anies

B) State the steps in implementt

C) Explain service quality GAP model briefly

ategies/dnd processes for effective CRM in banks

D) Explain somé writing Str

(Q.5. Write Short note on (any 3)

Customer Loyalty

Customer Handling
Product Centric VS Customer Centric
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4. Historical perspective of C RM
5. Transaction Analysis
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