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Note: In Part A all questions are compulsory. Attempt any nine questions from Part B.

PART-A

1. Define CRM.
2. Define Behavior Analysis.
3. Define Customer
4. Define Customer Handling.
5. Define Active Listening.
6. Define Complaint Handling.
7. Define Customer Database.
8. Define Sales Force.
9. Define Customer Service And Support.
10. Define Body Language.
11. Define BPO.
12. Define Mailers.
13. Define E-Mail.
14. Define Corporate Incentive.
15. Define Front Office.
PART-B

1. Write note customer Relationship Management and its structure.
2. Suggest the procedure for handlig the customer complaint.
3. Write note on Aggressive body language of a customer.
4. How can we create and maintain effective customer database.
5. Suggest the procedure for customer counseling.
6. How Behavior Analysis help in CRM?
7. Differentiate between business corporate incentive and individual incentive.
8. Write down the traits and characteristic of a good counselor.
9. Write note on special study groups.
10. How information Technology helps in CRM.
11. How CRM helps in building the customer based culture in organization.
12. What important tips need to given to the customer?
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