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SECTION A (40 MARKS) 

Answer ALL questions in this section. 

1. Surveys are tools that offer profound insights into customers’ experiences. List four ways 

to conduct Customer Experience Analysis by use of surveys.                              (4 Marks)  

2. As a marketing officer, you have been tasked with the duty to create awareness for the 

customers on various programmes that they can participate in. Name three types of such 

Programmes.                                                                                                          (3 Marks) 

3. ABC Ltd. Company needs to implement quality control measures to help businesses keep 

a competitive edge. Highlight four such measures.                                      (4 Marks)  

4. Implementing a quality management system affects every aspect of an organization's 

performance. Mention four benefits of quality management systems.                  (4 Marks)                                                                                

5. There are always challenges posed by implementation of product innovation strategies in 

an organization’s system. Give four ways of overcoming the challenges.            (4 Marks) 

6. Customer’s feedback is a key item in any business sector. Outline three types of 

feedbacks that must be embraced in an organization.        (3 Marks)                                                            

7. Virtual meetings have emerged as a cornerstone of modern communication though there 

are challenges that come with such meetings. Mention three such challenges.    (3 Marks)       

8.  An organization is at the verge of conducting trainings for its employees. One of the 

major areas to cover is Product innovation strategies. Give four dimensions of strategies 

that must be tackled in the training.                                                                      (4 Marks)                           

9. Personalization is an important factor driving customer loyalty. It helps boost retailers’ 

ability to increase customer retention by treating the customer as an individual and 

making them feel valued. List four ways used to boost virtual shopping experience. 

(4 Marks)       

10. Analysing customers experience involves the use of SWOT analysis. State any four 

elements of SWOT analysis.                                                                       (4 Marks)                        

11. Managing customers experience requires the use of varied skills by all the stakeholders. 

Mention three such skills.                                                              (3 Marks)       
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