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INSTRUCTIONS:

1. The question paper contains 5 questions each of 5 marks and total 25 marks.

2. Attempt all questions.

3. The missing data, if any, may be assumed suitably.

4. Tables/Data handbook/Graph paper etc., if applicable, will be supplied to the candidates

co
Q.1(a) Whois a ‘customer’? [2] 1
Q.1(b) What are the key components of CRM? [3]1 1
Q.2(a) What is Rolodex? [2] 1
Q.2(b) Why CRM is important? [3]1 1
Q.3(a) Define consumer behavior. [2] 2
Q.3(b) Why do we need to study consumer behavior? [31 2
Q.4(a) Discuss the nature and scope of consumer behavior. [2] 2
Q.4(b) Distinguish between sales concept and marketing concept. [31 2
Q.5(a) Who are suspects and prospects in market? [2] 3
Q.5(b) Discuss the CRM process in brief. [31 3
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