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Ql (a) Deflne Customer I{elationship Management (OIiM) l'rorr the inforrnation tcchnologl
Point of vieu'

(4 mafks)

(b) llxplain l'OtJIi (4) typcs o1'Custotner Relationship Managcrnent.
( l6 marks)

Q2 (a) Justify a cuslorncr journey lrom prospect stalus to loyal custonlcr.
( 1 0 rrarks)

(b) I)iscuss ow1'er, schurr & oh, s nodel ofrciationship change.
( I 0 marks)

Q3 (a) llxplain service automation.
(4 marks)

(b) I)iscLrss TIIIUIE (3) rnajor contexts where servioe autolnation is uscd.
( L2 marks)

(c) Justify TWO (2) bcncfits of servicc auromalion.
(4 marks)

Q4 Dnail ir.rrke:rrg is a n:isst-re j:dls,-ray. iit US a-one, spenil j rc, o:t .nar:
rar.kcL: ng o.o!rs i jen JSt- 336 mr.liicn i:. 20a5 to USD 6-6 ]:li.L , i on in 2_rt l .

ilonevea 5C pcra cent or more of e-nt;t j I seni_ tt ptacspeci_ or F)ote:,L 1,,
customcr accrdcntaLly consider as span thus d1d not reach thc prospcct o:r-

potential customer. It is consicler as a najor loss to a cornpafy if the./
diC not- react quick.l ,,, to this matLer.

(a) Suggest a soh"rtion so that the enlail sent to potcntial customcrs l,ill no1 be
considered as spam.

(2 narks)

(b) Dcscribe stcps in usine a solution you provided in Q,l(a).
([l rnarks)

(c) Discuss horv a solution vou provided in Q:l(a) gives an additional valuc irr custorncr.
relationship suclr as liequent o1-contact and pcrsonalizatiotr.

( | 0 marks)




