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Q.1

To what extent is the organization of a supermarket equipped to

implement a customer intimacy strategy? Explain your answer.

20

CO3

Q.2

Which recommendations would you give to Amazon.com to help it
realize a price premium program for loyal customers?

20

CO3

Q.3

Under what circumstances does direct mail remain the preferred
communication tool? List five situations.

20

CO2

Q4

CRM systems may be employed for companies which implement an
operational excellence strategy. In this case the demands placed on the
CRM system are different from those found in companies which
implement a customer intimacy strategy. Indicate the difference

between the two in various areas of CRM.

20

CO4

Q.5

It is a challenge for marketers to construct a customer profile with a
minimum of indicators and/or criteria which nonetheless sketch a rich
profile.

(a) Formulate 15 criteria for an automotive company with which
the customer profile may be developed within the framework of
the relationship policy.

Indicate the source from which these data are likely to be collected.

20

CO4
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