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INSTRUCTIONS TO CANDIDATES 

Answer any four questions. 

 

INFORMATION TO CANDIDATES 
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ii.) Questions may be answered in any ord
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iv.) This paper contains seven questio

 
 
QUESTION 1 
 ‘Customer Relationship Marketing (CRM) as a new marketing strategy has become popular 
among Zimbabwean companies in the service industry.’ Using practical examples, discuss 
factors that led to the popularity and development of CRM as a marketing strategy among 
Zimbabwean companies.                (25 marks) 

 

QUESTION 2 

 Explain the following terms in Customer Relationship Management and show their implications 
for marketing strategy. 

a) moment of truth        (5 marks) 
b) customer satisfaction        (5 marks) 
c) customer loyalty        (5 marks) 
d) up-selling         (5 marks) 
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e) customer segmentation       (5 marks) 
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QUESTION 3 
 Analyse the role of customer loyalty programmes in Customer Relationship management. 
           (25 marks) 

QUESTION 4 
Examine the concept of Customer Life Cycle in Customer Relationship Management. 
           (25 marks) 

QUESTION 5 
 Using an organization of your choice, discuss the benefits and challenges in launching and 
implementing a CRM strategy.       (25 marks) 
 
QUESTION 6 
 With the use of practical examples, explain the Customer Expectations Model, indicating the 
various marketing strategies relevant for each level.     (25 marks) 

 

QUESTION 7 
 Evaluate the impact of the political, economic, social and technological factors on an 
organization pursuing Customer Relationship Management as a marketing strategy. 
           (25 marks) 
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