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Question 1

a. What is the role of trust in customer relationship building? [10 Marks]

b. Why is the concept of customer life time value important when managing

customers? [15 Marks]

Question 2

You are the Customer Services Officer of a company that sells to business customers only.

Discuss various market segmentation strategies that you may use to segment your market.

[25 Marks]
Question 3
Discuss the criteria for selecting key accounts. (25 Marks]
Question 4

“Customers do not buy a quarter inch drill but a quarter inch hole™ — Levitt (1990). Validate

this statement with reference to the marketing/ customer- focused philosophy.

[25 Marks]

Question 5

a. What are the factors to consider when acquiring new customers?
[10 Marks]|

b. Discuss customer acquisition strategies that can be used to attract new consumers. '
[15 Marks]

*%%The End*** *
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