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1. CRM   ? CRM   . 5 

                         
1. E-CRM    . 5 

 

2. IVR (  )   ?   . 5 

                                
2.      ?     . 5 

 

3. E-Mail      . 5 

                              
3.     ?       . 5 

 

4. MS-Outlook     . 5 

                           
4. MS-Outlook     . 5 

 

5.    (MCQ)    5 

 (1) CRM     ? 

  (A) Customer Review Management  

  (B) Customer Relationship Management  

  (C) Customer Relationship Marketing                 

  (D) Custom Relationship Management 
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 (2)   -   ? 

  (A) Attachments  (B) Video call  

  (C) Inbox  (D) Drafts 

 (3) ACD     ? 

  (A) Automatic Call Distribution (B) Automatic Call Diversion  

  (C) Automatic Calling Device (D) All Call Distribution 

 (4) IVR     ? 

  (A) Initial Voice Response (B) Interactive Video Response  

  (C) Interactive Voice Recording (D) Interactive Voice Response 

 (5)       ? 

  (A) Facebook  (B) WhatsApp  

  (C) Google (D) GMail 

 (6) - “BCC”      ? 

  (A) Blank Carbon Copy  (B) Blind Carbon Copy  

  (C) Basic Copy Content (D) Block Copy Channel 

 (7)    -  ? 

  (A) Zoom  (B) Google Meet  

  (C) WhatsApp (D)    

 (8)    SEO     ? 

  (A) Search Engine Operation  (B) Search Engine Optimization  

  (C) System Engine Optimization (D) Software Engine Operation 

____________ 
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1. What is CRM ? Explain components of CRM in detail. 5 

                                 OR  

1. Explain key features of E-CRM in detail. 5 

 

2. What is IVR (Interactive Voice Response) ? Explain its benefits. 5 

                                      OR  

2. What is the purpose of Call Center ? Explain the functionality of Call Center. 5 

 

3. Explain basic Structure of E-Mail with etiquette in detail. 5 

                                         OR  

3. What is Video Conference ? Explain any Two Video Conference Tools in detail. 5 

 

4. Explain use of Address Book in MS-Outlook in detail. 5 

                          OR  

4. Explain about use of Calendar in MS-Outlook in detail.  5 

 

5. Attempt following MCQ : (Any Five) 5 

 (1) What is the Full Form of CRM ? 

  (A) Customer Review Management  

  (B) Customer Relationship Management  

  (C) Customer Relationship Marketing                 

  (D) Custom Relationship Management 
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 (2) Which of the following is NOT a feature of E-Mail ? 

  (A) Attachments  (B) Video call  

  (C) Inbox  (D) Drafts 

 (3) What is the Full Form of ACD ? 

  (A) Automatic Call Distribution (B) Automatic Call Diversion  

  (C) Automatic Calling Device (D) All Call Distribution 

 (4) What is the Full Form of IVR ? 

  (A) Initial Voice Response (B) Interactive Video Response  

  (C) Interactive Voice Recording (D) Interactive Voice Response 

 (5) Which of the following is an example of a Search Engine ? 

  (A) Facebook  (B) WhatsApp  

  (C) Google (D) GMail 

 (6) What does “BCC” stand for in E-Mail ? 

  (A) Blank Carbon Copy  (B) Blind Carbon Copy  

  (C) Basic Copy Content (D) Block Copy Channel 

 (7) What are the Video Conference Tools ? 

  (A) Zoom  (B) Google Meet  

  (C) WhatsApp (D) All of the above 

 (8) What is the Full Form of SEO in relation to Search Engines ? 

  (A) Search Engine Operation  (B) Search Engine Optimization  

  (C) System Engine Optimization (D) Software Engine Operation 

____________ 


