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	1. Give short answers for the following questions:

I. Discuss pros and cons of loyalty scheme

                Pros of loyalty schemes are:

· Increase customer engagement and interactions
· Drives more sales through repeat purchases
· It helps distinguish you from competitors
· Schemes are easy to set up and easy to use

Cons of loyalty schemes:

· Programs  can be expensive
· They don’t always focus on ideal customers
· Customer has to wait for rewards because they have to accumulate sufficient points for reward.
· Loyalty can be to the incentive rather than supplier, which could mean loss of business once the programme ceases.

II. What is SWOT analysis? How it is performed?

SWOT analysis is a study undertaken by an organization to identify its internal strengths & weaknesses, as well as its external opportunities& threats.
Performance of the SWOT analysis begins by conducting an inventory of internal strengths and weaknesses in your organization. Strengths may include what we do well while weaknesses, we look at which areas an organization should improve on. Weaknesses are factors that are within your control that detract from your ability to obtain or maintain a competitive edge.
An organization will then note the external opportunities and threats that may affect the organization. Opportunities are external to business, what opportunities exist in your market, or in the environment from which you hope to benefit. Threats include factors beyond your control that could place your marketing or business itself at risk.

III. What is strategic CRM?

Strategic CRM is focused on the development of a customer centric business culture. This culture is dedicated to winning and keeping customers by creating and delivering value better  than competitors.
Its aim is to concentrate and enhance knowledge about customers and use this knowledge to improve and customize the interactions with customers to maintain a long-term relationship with them.

IV. Define customer satisfaction

Customer satisfaction is the customer’s fulfillment response to a consumption experience. It is pleasurable fulfillment response.
Customer satisfaction may also be defined as the degree of satisfaction provided by the goods or services of a company as measured by the number of repeat customers.

V. How would you differentiate between ‘supplier loyalty’ and ‘De- Loyalty?’

Supplier loyalty would refer to customers who are loyal to particular suppliers. Usually the customer has no choice but to be a customer of a particular brand or supplier. This situation would occur where only one shop is selling a particular brand of one item. The customer tends to be loyal to that supplier.
On the other hand, de-loyalty refers to a customer who makes a deliberate decision to move to another organization that they were previously loyal to. In this case of de-loyalty, it is the organization that has let the customer down.

VI. Why companies want long term relationships with customers?

Companies want to build long term relationships with customers as this will generate better results by identifying, satisfying and retaining their most profitable customers.
Building long term relationships will help an organization differentiate itself from competitors. It also increases customer retention as it is cheaper for an organization to maintain the same customers than getting new ones. Building long term relationships will also lead to increased sales. This also increases customer loyalty as they will be more satisfied clients.

VII. What is customer loyalty?

Customer loyalty is the likely hood of previous customers to continue to buy from a specific organization. The customer has many products and alternatives but chooses your product because he likes it and is satisfied with it.

VIII. What is behavioral loyalty?

Behavioral loyalty refers to customers who are loyal out of habit. Sometimes switching from one brand to another causes more of a problem for the customer so they struggle with leaving a brand for another and/are too lazy to transfer so they stay with the brand despite how unsatisfied they are with the experience.

2. What is a seven stage customer journey from suspect status to advocate status?

The seven stage customer journey is as follows:

i. Suspect: does the potential client fit your target market profile?
ii. Prospect: customer fits the profile and is being approached for the first time
iii. First time customer: the customer makes a first purchase
iv. Repeat customer: the customer makes additional purchases
v. Majority customer: the customer selects a certain company as supplier of choice
vi. Loyal customer: customer is resistant to switching suppliers and has a strong positive attitude to your company or offer.
vii. Advocate: the customer generates additional referral dollars through positive word of mouth.

3. How an ongoing business relationship can be developed with the customers?

Creating and nurturing a strong relationship with customer is key to ongoing success of a business. Dissatisfied customers on the other hand are often put off by what they perceive as purely business. A strong customer relationship not only means that the client is likely to keep doing business with the provider over the long term, it also means that the chances of that customer recommending the company and its products are greatly enhanced.
Sales persons and business development department will have immediate and ongoing relationships with clients. However, customer services department is responsible for implementing, or may simply deal with customers making a complaint. Managers also play a role in customer care.
Ongoing business relationship can also be developed by getting to know customers in person. Many customers’ frequent businesses run by people they know and like.
Creating a database for customer phone numbers, mail and email addresses can also lead to an ongoing business relationship. The more detailed and complex your customer database, the better it will be to respond to and meet customer needs.
Research on customers is also important. Carefully studying your own company’s practices and performance, as well as customer information gathered through market research, will help you to identify your customers, their needs and ways you can improve their relationship to your business.
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