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1) Attempt any FOUR questions from Section —I and any TWO questions from
Section —II.

2) Figures to the right indicate FULL marks.

3) Answers to both the sections should be writtenin SAN/TE  answer book.

SECTION-I
Q.1 What is Business Process Outsourcing (BPO)? Explain in detail the issues of (10)
Business Process Outsourcing.
Q.2 What is Customer Relationship Management (CRM)? Explain features of (10)
CRM in detail.
Q3 Explain Business Process Delivery Model in detail. (10)

Q4 What is role of Information Technology (IT) in BPO? Explain with example.  (10)

QS5 Write short notes on any TWO of the following: (10)
a) Disaster Management
b) Critical Success Factor

¢) Marketing Strategy

SECTION-II

Q.6 Explain in detail transition planning and program management. (15)

Q.7 Explain the role of IT enabled services in light of the new trends in HR. (15)

Q.8 A credit card industry wants to outsource its various processes. What are the (15)
precautions required for maintaining the secrecy of customer data? Explain in
detail.




