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Note : Attempt any seven questions. All questions carry 
equal marks. 

1. What do you understand by Service Quality ? 

Explain different service quality gaps. 	 10 

2. What do you mean by E-CRM ? Is it just an 

addition of Information Technology features to 

regular CRM ? Elaborate. 	 10 

3. What is the role of Customer Relationship 

Management in rural markets ? 	 10 

4. Explain various CRM measures undertaken in 

the Indian hospitality industry. 	 10 
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5. What is CRM comprehension ? How can one 

design a CRM implementation model ? 	 10 

6. What do you mean by customer satisfaction ? 

Explain with examples. Describe different 

models of customer satisfaction. 	 10 

7. What is employee-customer linkage ? Explain it 

with the help of diagrams and examples. 	 10 

8. What do you mean by Data Mining ? Explain its 

various tools and techniques. 	 10 
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