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Q-1  What is CRM? Explain its benefits and importance in modern business in detail.
OR
Q-1  Discuss the different types of CRM (Operational, Analytical, Collaborative) in detail.
Q-2  What is a Virtual Call Center? Write the benefits of a Virtual Call Center.
OR
Q-2 Write the difference between CRM and e-CRM.
Q-3  Explain the main features of Microsoft Cutlook (Email, Calendar, Tasks, Contacts)
in detail.
OR
Q-3 Draw and explain the initial screen (User Interface) of MS Outlook.
Q-4 How can 'Rules and Alerts' be set in Outlook? How does it help in email management?
OR
Q-4  Explain the difference between 'Appointments', "Meetings', and 'Events' in Outlook with
examples.
Q-5 Answer any 7 (seven) questions from the following.

1. What is the full form of CRM?
2. What is the main objective of CRM?

3. Give names of any two CRM software.

4. What is meant by 'Customer Retention'?

5. How many main stages are there in the CRM Cycle?

6. State the full form of SFA.

7. What is the shortcut key for a new email in Outlook?

8. What is the full form of 'PST' file?

9. Where is 'Signature' useful in Outlook?

10. State the main use of 'Calendar' in Outlook.

11. What is the maximum size limit for email attachments?

12. What is the meaning of the 'Archive' folder?
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