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WRITTEN ASSESSMENT

INSTRUCTIONS TO CANDIDATES
1. You have THREE hours to answer all the questions.
2. Marks for each question are indicated in the brackets.
3. The paper consists of THREE sections: A, B and C.
4. Do not write on the question paper.
5. A separate answer booklet will be provided.





This paper consists of EIGHT (8) printed pages.


SECTION A: (20 MARKS)
		Attempt all questions in this section.
1. Why is it important for an organization to meet customers’ expectations	?		 (1 Mark)
A. To increase business prospects.
B. To increase revenue with existing customers.
C. To reduce expenses by retaining customers.
D. All are correct 										        
2. One of the following is a form of communication. Which one is it?                    		 (1 Mark)
A. Written                   
B. Questionnaire
C. Observation
D.    Interview						
3. The following are types of market segmentation. Which one is NOT?   	             	 (1 Mark)
A. Demographic.                  
B. Geographic. 
C. Behavioral.	             
D. Language	.					                     
4. How does a customer feel when receiving personalized service? 			 	(1 Mark)
A. Like he/she has been disrespected.       
B. The company knows what the customer wants.
C. Like the company is engaged.
D. None is correct.										        
5. The following are types of creativity, which one is NOT? 		          		    (1 Mark)
A. Discovery.   
B. Innovation.
C. Invention. 
D.  Moderation.	

[bookmark: _Hlk118190657]6. Which of the following is not a data collection tool in marketing research?
A. Questionnaire.   
B. Observation checklist.
C. Interview guide.                       
D. Discussion.					                     
7. Which of the following is a type of benchmarking? 					(1 Mark)
A. Internal.     
B. Management. 
C. Feedback.     		         
D. Staff.					
8. Which of the following describe the correct order of the benchmarking process?              (1 Mark)
A.  Planning         Data collection        Data analysis         Implementation       Monitoring and evaluation.
B.  Planning         Data analysis        Implementation          Monitoring and evaluation      Data collection. 
C.  Monitoring and evaluation       Planning      Data analysis         Implementation          Data collection.  
D.  Data collection         Data analysis     Implementation       Monitoring and evaluation         Planning.            										                    
9. Which of the following is a challenge posed by changing market trends? 	       	  (1 Mark) 
A. Increase in cost. 		
B. New business opportunity.
C. New market.      	 
D. Increased profit.	

				 
10. Customer experience management can be defined as 		      			  (1 Mark)
A. the process of creating and responding to customer interactions in order to satisfy customer needs.
B. the process of empathetic listening in client relations.
C. the process of reflective listening and deductive reasoning.
D. all of the answers are correct.                   						
11. At what point in the interaction does 'Best Practice' say the Consumer experience management should focus on good communication with the customer?					         (1 Mark)
A. The beginning when attracting customers.
B. The middle, when customers begin to get frustrated with the process of a transaction.
C. The end in order to gather feedback from customers to better serve future customers.
D. The entire process of the interaction with the customers is important, from the start until the completion of the transaction.
[bookmark: _Hlk118192553]12. What is the meaning of positive customer experience?				         	    (1 Mark)
A. A speedy delivery from a purchase placed in an online store.
B. A customer returns policy that doesn't require a receipt.
C. A customer whose total brand interactions inspire loyalty and repeat purchases.
D. A well-designed website that is easy to access both on desktop and mobile devices.
[bookmark: _Hlk118192841]13. Which of the following is a benefit of promoting positive customer experience to an organization?										      			   (1 Mark)
A. [bookmark: _Hlk118192822]It loses favorable reviews.
B. It sacrifices customer retention.
C. It generates more revenue.
D. It spends more money.


[bookmark: _Hlk118193113]14. What does customer experience strategy involve?				           (1 Mark)
A. Looking at touch points and mapping them against customer experience.
B. Engaging the entire company in a way that supports high quality products and services.
C. Knowing the customers and prioritizing them.
D. All answers are correct.
[bookmark: _Hlk118193207]15. What does customer experience strategy focus on? 					         (1 Mark)
A. Complaints. 
B. Feedback. 
C. Touch point.   
D. Purchases.   
16.  James has decided that his company needs a Senior Day to give the aged a discount. Which part of customer experience is he focusing on?						         (1 Mark)	
A. Understanding that the customer comes first.
B. Getting feedback quickly.
C. Knowing his company's customers.
D. All answers are correct.
17. When managers listen to customer service agents handling complaints over the phone, which part of the customer experience strategy are the managers trying to improve? 			(1 Mark)
A. Using top executives to focus on quality.
B. Putting the customer first.
C. Getting feedback in real time.
D. Knowing their customers.
18. What is the difference between the term ‘customer’ and ‘consumer’ in marketing     (1 Mark)	
A. Customers buy products but it is consumers who use them.
B. Customers make organizational rather than personal purchases.
C. Consumers buy products on behalf of customers.
D. There is no difference.
19.  Which of the following techniques is used by a marketer to retain customers?	        	 (1 Mark)	
A. Cause-related marketing.
B. Transactional marketing.
C. Customer relationship management.
D. Consumer data management.
20. What is an alternative term for marketing communications?		       		  (1 Mark)	
A. Promotion.
B. Sales talk.
C. Price lists.
D. Product literature.



















SECTION B: (40 MARKS)
		Answer ALL questions in this section.
[bookmark: _Hlk118194863]21. Highlight FOUR advantages of analyzing current market trends.	                                (4 Marks)	 22. State FOUR reasons why an organization collects and analyzes data on consumer behavior.
									                   (4 Marks)	
[bookmark: _Hlk118195569]23. Outline FOUR channels that a marketer may use to collect consumer insight information. (4 Marks)	        
[bookmark: _Hlk118195879]24. Highlight FOUR advantages of identifying the right target audience when establishing customer service.								                                (4 Marks)		25. State FOUR reasons for preparing a consumer insight budget.				        (4 Marks)	 
[bookmark: _Hlk118196055]26. List FOUR benefits an organization may derive from obtaining customers’ feedback. 	        (4 Marks)	 
[bookmark: _Hlk118197066] 27. Outline FOUR factors that influence a consumer’s insight. 				       (4 Marks)	
[bookmark: _Hlk118197738]28. Highlight FOUR factors that may make a customer loyal to a company’s product.            (4 Marks)	 
[bookmark: _Hlk118197886]29. Highlight FOUR features of an aesthetic content.	                               	                  (4 Marks)
[bookmark: _Hlk118198035]30.State FOUR strategies that an organization may use to select the right target audience.       (4 Marks)








SECTION C: (40 MARKS)
Answer any TWO questions in this section.
31. Describe the new product development process.				                           (20 Marks)
             				
[bookmark: _Hlk118198790]32 a) Explain FIVE benefits of integrating engagement model in enhancing customer experience in an organization.
											     (10 Marks) 
     b) Explain FIVE functions of customer care desk in an organization.                                  (10 Marks)

[bookmark: _Hlk118200070]33 a) Explain FIVE advantages of using interview as a method of collecting customer insight data.
											     (10 Marks)
      b) Explain FIVE customers’ engagement strategies that organizations may use to build customer   relationship.										                  (10 Marks)									
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