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(a) Define Customer Relationship Management (CRM) from the information technology
point of view,
{4 marks)

(b) Explain FOUR (4) types of Customer Relationship Management.
{16 marks)

(a) Justify a customer journey from prospect status to loyal customer.
(10 marks)

(b) Discuss Dwyer, Schurr & Oh's model of relationship change.
(10 marks)
(a) Explain service automation.
{4 marks)
(b) Discuss THREE (3) major contexts where service automation is used.

{12 marks)

(c) Justify TWO (2) benefits of service automation.
{4 marks)

Email nmarketing is a massive industry. in US zlone, spendinc cn email
rarketing grows from USCK 338 million irn 2006 to USD 636 =iliion in 20271,
ffowever 50 per cent or more of e-mall sent to prospect. or potentia!
customer accldentally consicer as spam thus did not reach the prospect or
potentlial customexr. It is consider as a major Joss to a company if they
did not react guickly to this matter.

(a) Suggest a solution so that the email sent to potential customers will not be
considered as spam.
(2 marks)

(b) Describe steps in using a solution you provided in Qd(a).
{8 marks)

() Discuss how a solution you provided in Q4(a) gives an additional value in customer
relationship such as frequent of contact and personalization.
(16 marks)





