


(iii) Value dﬁven
(iv) Goal orlentatron
(Choose the correct answer)

) State one beneﬁt of customer retention.
- (d) Vending ‘machines are useful for selhn

- products differing in size and weight.
(State true or false)

A customer is one who has purchase 4
something to fulfill a specific need and has
subsequently stopped buying from that ]
partrcular orgamsatlon (Flll up the blank) 1

- ©

." 1

‘_(t) Which of the following is not a retarl nnage

dimension ? |
(i) Locational convenience
' (i) Merchandise unsuitability “
 (iii) Value for prrce |

| A (1v) Sales effort and store services.
(@)
(h)

What are convenience goods ? t

pricing is based on the custome S
perceptlon of the monetary worth of

product or serv1ee (F ill up ‘the blank)

 6/4(Sem-5) CRMM , (2)'

en 'on one adi'antag‘e of a publi‘c warehouse.
.t’ tive customer acqmsrtlon 8

(1i) Provrslon of a wm—lose platform

; (iv) Imtlatlon of a forum

nswer the followmg questtons ' -
- What 1s meant by category killers ‘?

(il) Deﬁne customer portfoho management

li) State two bases for the classrﬁcatron of a
retail umt : | |

v) What are v1rtua1 customer communltles' 0

) Mentlon two. dtstmctwe features of a good
. tenant le plan . .

‘Write short notes on any four of the following :

h of the followmg is a requisite for-

An unfocussed eﬁ:’ort

mlscommunieatlon. o

5><4*'20 -
Mobrle retarlmg ‘
Total care programmes
-s) v ey [Turn over




(iii)‘f,l'_l‘he-—'whee.l' Of_retailiﬂg

(iv) Maximising customer lifetime value

o '(v) RetaiI'Banking

(vi) Logistics m_anagéme’nt

P G
What- is meant b
Describe the manner in
Customer interaction and

5 Describe the benefits o
 Explain the CRM
Organisation,
Describe the ma

ol \ ‘ -V o >i customerS‘-
ical and the collaboratr: ‘

Y. emotional engagement ?
which CRM ‘manages
Customer ‘service, 1

of thelCRM prqceSS;
process for g marketi

in elements of an e-CRM

n the drivers, of the changmg fagg of rét?o. '_
ires in India. j S
: e . L |
in the cémﬁéhenfs of a rgt,ail_ e

b ibe how .a retail umtlscg 51
s of the nature af»im;e;t:aou{‘._; o

Or

Vha e . ative merits and :
[ 7 Describe, Sclt G T
lern el‘itS.

“ '5000(Y) o




