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Marking Criteria:
 We expect the learners to write minimum one well expressed point in three lines against each allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high grades for a 5 marks question.

For high grades use examples and illustrations where appropriate. 
	1. Give short answers for the following questions: 

I. Discuss pros and cons of loyalty scheme. 
Pros

Cons

Giving the customer an incentive to buy from you

Attracting customer who are not your target market

The opportunity to build long term relationships with the customers

Cost of starting scheme

Greater marketing opportunities

Attracting increased sales to cover the on going costs

Increased sales

Too complex for the customers to comprehend

Customer research data

Spending the time and money for the customer with little reward

II. What is SWOT analysis? How it is performed? 
Swot analysis stands for Strengths, Weaknesses, Opportunities and Threats. Its part of the organizations strategic plan and the analysis is undertaken before any course of action. SWOT analysis could areas such as exploring new initiatives, making decisions about new policies and identifying possible areas for change.
III. What is strategic CRM?
Strategic Customer Relationship Management

      IV. Define customer satisfaction. 
Customer satisfaction is when their needs have been met through the purchase of a product or service. 

      V. How would you differentiate between ‘supplier loyalty’ and ‘De- Loyalty?’ 
Supplier loyalty is when the customer is continually buying the same brand and from the same supplier. De – Loyalty is when the customer has made up their mind to move to another supplier due to being let down. 

      VI. Why companies want long term relationships with customers? 
This is purely down to money, so keeping the customer satisfied is essential to building a long term relationship. 

       VII. What is customer loyalty? 
This is when the customer has a strong bond with the supplier and brand. They are resistant to change and stay with the supplier for the long term.

        VIII. What is behavioural loyalty? 
The purchase behaviour of the customer and this reflected in their continued support for the supplier. 

2. What is a seven stage customer journey from suspect status to advocate status? 
It is based on a model known as `value ladder’ or `value staircase ’. 

1. Suspect: will the customer match the target market profile.

2. Prospect: matches the target market profile and first contact is made.

3. First – Time customer:  buys first item

4. Repeat customer: buys additional items

5. Majority customer: customer selects specific company as their first choice supplier.

6. Loyal customer: has a strong bond with the company and unwilling to change.

7. Advocate:  customer makes additional referral money.

3. How an ongoing business relationship can be developed with the customers? 
The most popular method is the customer loyalty scheme, but lacks the personal touch. Getting to know the customer and finding out what they want from a product or service is essential to a long term relationship.  The customer service department will be in regular contact with clients, but may mainly deal with complaints. The opportunity is there to build a bridge with the customer and liaise with them. Setting up regular meetings to get feedback on the product or service would be one method. It’s all about profit at the end of the day, so it’s beneficial for the company to keep an existing customer happy than attracting a new one. 
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