MBMM 4004/RM 4004

" M.B.A. DEGREE EXAMINATION, JUNE 2014.

Fourth Semester
zmemS:m\ngm Management
CUSTOMER RELATIONSHIP MANAGEMENT
Time : Three hours Maximum : 100 marks
PART A — (5 x 6 = 30 marks)
Answer any FIVE questions out of the following.
All questions carry equal marks.
1.  Describe the levels of Service Profiling.
2. How to create Service Level Agreements? Explain.

3.  Elaborate Cross Selling and Up Selling in CRM.

4. Mention the wvarious tools. to measure the
Customer Satisfaction.

5.  Explain Sales Force Automation.

6. Elaborate the importance of Supply = Chain
Management in CRM.
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