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QUESTION ONE 

 

a) Using suitable illustrations, discuss two types of CRM.          (4 Marks) 

b) Explain three factors that led to the emergence of Customer Relations 

Management                                                                                          (6 Marks) 

c) Using appropriate illustrations, explain how to manage the following 

customer service and sales: 

i. Initial stand-alone transactions 

ii. Repeat customers 

iii. Customer advocates 

                                                                                                                               (6  Marks) 

d)  Discuss two roles of language in CRM                                           (4 Marks) 
 

QUESTION TWO 
 

Discuss the trends and technological applications in CRM using appropriate 

examples.                                                                                                             (15 Marks) 

 

QUESTION THREE 

Discuss “CRM as a strategic management tool.”                                         

                                                                                                                               (15 Marks) 

QUESTION FOUR 

Explain the CRM process and implementation with relevant examples. 

                                                                                                                              (15 Marks) 

QUESTION FIVE 

Explain CRM life cycle and customer loyalty using appropriate 

examples.  

                                                                                                                                  (15 Marks) 

//END// 


