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1. Give short answers to the following questions: (10) 

I. Who are unprofitable customers? 
Any business will have a mix of profitable and unprofitable customers. The most profitable customers will represent only ten per cent of the client base but a hundred and twenty per cent of the profit. Sixty per cent of the customers will represent no profit or loss and the remaining thirty per cent of your customer base will effectively cost you money. Assessing whether it is worth actively ridding yourself of the thirty per cent is an important exercise. While they may not be adding to your profit, they may be integral to your economy of scale. If a customer uses a rail network for one station only, provided he/she is not stopping a lucrative customer who is an annual season ticket holder from using the service then the chances are he/she is not worth either measuring or indeed actively trying to offload as a customer.
II. What is customer data base and how does it help organizations in improving their customer services?
Enterprise information management is becoming more and more popular. Most of the companies have already bought software, such as CRM, ERP, and so on. There are two problems, however, with the abovementioned systems to improve enterprise information management. First of all, most of the software is not customised. It cannot be used directly, or cannot play an effective role in real management. Secondly, CRM is great, but when everyone in the industry is doing the same things, all the companies are back at the same starting line. In a word, companies should develop their own information system which can store customer data and do relative analysis.
III. Who are profitable customers? 
Managers must often make difficult decisions and letting go of unprofitable customers is one of them. There are some methods to letting them go. Stop sending promotional advertising to those customers. If they cannot receive the sale information, the frequency of purchase may lessen and the chances of them buying other valuable customers’ recourses will definitely be reduced. Increase their waiting time. Managers should keep a list of unprofitable customers. When they call in for a help, companies can just put them in a long waiting line which may make them impatient and leave the company.
IV. Explain the term ‘serial complainers’. 

The problem of the serial complainant is one that has grown in recent years, stimulated in part by the Internet. The flood of online articles, advice and support imploring customers to stand up for their consumer rights and not meekly accept sub-standard service is largely well-intentioned, but it can sometimes be interpreted to mean that if you make enough fuss about something then companies will invariably shower you with compensation. The customer is always right after all.
V
. Why organizations group their customers in different segments?
 The end result is that the strategy must be in place at the outset of making the service offering. Your customers afford you a mass of knowledge and this knowledge will enable the company to make some predictive assessments. A particular segment will be seen by the organisation to behave in a certain way. This enables the organisation to assume certain needs are being dealt with, and can aid the smooth communication by tailoring fewer messages. Why do organisations segment their customer base? The main reasons are: 1. To target new customers 2. To retain existing customers 3. To provide better service 4. To reduce risks of customers defecting to competitors.
2. Discuss the main attributes of unprofitable customers. (10) 
Companies with lots of unprofitable customers were sometimes spending money to bring in customers who were reducing the value of the firm. When you have already got your customer purchase information, it is easy to identify your unprofitable customers. Those kinds of customers have certain characteristics. One of these, for example, could be that they always buy products on sale. In order to enlarge cross-buying or reduce storage, companies put some products on sale. Products on sale are always less unprofitable or even non profitable.
3. Discuss in details the different strategies for converting unprofitable customers into profitable customers. (10)
A change in marketing promotion strategy is required to change the unprofitable to the profitable customer. Stop using the discount strategy. Bundled selling is one of the wise skills. If you want to buy something at a lower price, you also need to buy another thing. “Buy one get one free” is also a better promotion strategy than direct discount. When companies change their promotion method, unprofitable customers will change their purchase behaviour or they may adapt themselves to the new policy and become profitable customers. Otherwise, they may leave the company, and the company will become more profitable without them. Another strategy is allowing customers to use a self-service system. Self-service can greatly reduce costs. If unprofitable customers switch to lower-cost channels they become profitable customers
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