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Answer ALL questions (5 x 20 = 100 Marks)

1.
Case Study (Compulsory):


Carol Purcell, 29, worked as an assistant manager in a high street shoe shop but was finding that her lack of assertiveness when dealing with difficult customers was holding her back.

Carol was keen to gain some positive skills that would help her to overcome her issues with argumentative customers and be able to maintain control. Although she had attended some training in these issues in the workplace, she had not yet come across any techniques or suggestions that clicked with her, so she came to ask for professional advice from a third party.

She says “I often find that a difficult customer is fired up before they even get in the shop, so I can see them coming at me all angry. This already makes me feel nervous before they have even started ranting and raving. I find that I am unable to calm them down because they usually want a refund without a receipt, which I can’t give them because of company policy.”

Carol was preemptively stressed about difficult customers, which in turn raised their hackles and exacerbated the situation. She also adds, “I seem to forget about how I feel as a customer when I am faced with someone ranting and raving, so I just wind them up rather than calm them down. As I’ve had some training in this area I am sure it is not helping with my chances of promotion, so I am really keen to learn how to manage it better.”

Being a Relationship Manager what would you suggest to Carol of the issues she is facing and what would you recommend to improve her assertiveness at work? 

2.
Define CRM: Discuss the components of CRM and the benefits organizations enjoy using this system. What is the difference between CRM and Business Intelligence?

(OR)
3.
“It Costs Five Times More to Acquire a Customer than to Retain a Customer” - Elucidate this statement. 


4.
Explain the importance of call routing and web based self-service in Automation of contact center.

(OR)

5.
Discuss in detail the concept of Personalization and Collaborative Filtering in Analytical CRM

6.
Prepare a CRM Plan for Karunya University Business School. Discuss the challenges you may face to implement it.

(OR)

7.
Identify how a good Business Plan can create an anchor for continued success. Exhibit a Business Plan for a product or service of your own choice. State how well, a plan can support in Customer Relationship Management.

8.
Discuss the role of Information Technology in building customer relationships.
(OR)

9.
a.
Expound your views on emerging trends in CRM citing examples. 




  (10)
b.
Write brief note on role of RFID in CRM.
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