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The figures in the margin indicate fuII marks

for the questions.

1. Answer the following questions as directed :

1 x 10:10

(a) Which of the following is not an element of
CRM ?

(i) Sales Force Automation

(ii) Support Tracking

(iii) Product Standardisation

(iv) Telemarketing
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5. What are the steps of effective CRM implemen-
tation ? l0

Or

ldenti$ critical success factors of CRM with
suitable illustrations. 10

6. Mention in brief the key factors responsible for
high retail growth in India and also state the
challenges associated with retailing in India today.

. 5+5:10

Or

Explain the Dialectic Process Theory and Natural
Selection Theory of retailing justi$,ing their
relevance under the changed environment.

5+5:10

7 . Outline five different types of malls and highlight
the opporhrnities and threats of mall in India.

5+5:10

Or

What are the tenant mix challenges ? What are
the benefits of a good tenant mix policy ?

5+5:10
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