1.1	Comment by Johnson, Lila: The self-check questions are organized by section according to the script. Please carry over the section numbers given above each set of questions to maintain the organization.
1. Please check the correct statements.
· CRM is a modern form of direct marketing.
· CRM is used to help increase the share of wallet of each customer. 	Comment by Johnson, Lila: The correct answers are given in italics and underlined. Please maintain this format in the translated document.
· CRM is a purely technology-based approach to customer processing. 	Comment by David Stockings: See comment in script about this term.
1.2
1. Customers are of great economic significance for companies. Into which three customer groups can customers be divided from a CRM perspective?
From a CRM perspective, customers can be divided into potential customers, current customers, and lost customers.
1.3
1. [bookmark: _Hlk12778810]Please complete the following sentences:
In a seller’s market, there is more demand than supply.
The unique selling proposition refers to the unique features or characteristics of a product or a brand.
Relationship-oriented marketing not only takes into account the services of the provider, but to a large extent it also incorporates the needs of the customer, combining both aspects.
1.4
1. What are the three main tasks of CRM?
The three main tasks of CRM are customer acquisition, customer retention, and customer recovery.
Unit 2 
2.1
1. Please complete the following sentences:
The neoclassical and neoinstitutional theoretical approaches are rooted in microeconomic theories. 
Profit theory focuses on the behavior of the company in terms of the services that it offers to the consumer, and selects the actions that maximize profit.
The neoinstitutional approach believes that the function of marketing is to promote both transactions and customer interaction and accordingly, it is used to reduce uncertainties and build trust.
2.2
1. What paradigm shift has increased the importance of building and maintaining customer relationships?
The paradigm shift from transaction- to relationship-oriented marketing has made maintaining economically attractive customer relationships increasingly important.

2. Please check the correct statements.
· Learning theory is an economic approach to explaining relationships.
· Reinforcement theory explains behavioral changes as a reaction to positive and negative consequences.	Comment by David Stockings: Or 'outcomes'?
· Risk theory is based on the assumption that consumers are indifferent to the consequences of purchases. 
2.3
1. Please check the correct statements.
· Relationships are one-way processes that are formed through repeated expressions of trust. 
· The company’s alignment with the needs and interests of customers plays a subordinate role in communication. 
· Symmetric two-way communication means two-way, dialogue-oriented communication processes. 

Unit 3
3.1
1. Please check the correct statements.
· Only positive changes in the living environment have an impact on consumer needs. 
· Members of the Silver Generation are often no longer employed.
· Once they are established, customer needs do not change over time.
3.2
1. What are the phases of the customer relationship cycle?
· The acquisition phase
· The customer retention/loyalty phase
· The recovery phase
3.3
1. Please complete the following sentences:
On the one hand, customer retention relates to the measures taken by the company to shape customer relationships, but it also describes the behavioral patterns of customers that engender their loyalty to the company.	Comment by David Stockings: See comment in script about this.
Viewed in this way, customer retention is a multidimensional construct that describes both previous and intended customer behavior.
It is in the interest of companies to build long-term proﬁtable relationships.

Unit 4 
4.1
1. Please check the correct statements.
· In the C/D paradigm, the abbreviation C/D stands for: Compact Disruption.
· Customer satisfaction can be understood as the positive result of a psychological process by which the customer compares their expectations with the perceived level of actual service. 
· If a customer’s expectations are not met, this is referred to as negative confirmation. 
· Instrumental learning theory assumes that behaviors are learned by the customer on the basis of rewarding (satisfying) or punishing (dissatisfying) previous behavior. 
4.2
1. What parameters do objective methods for measuring customer satisfaction use?
They use monetary variables, such as revenue, profits, and market share.

2. Please complete the following sentences:
Feature-related methods can be used to provide a more comprehensive measure of customer satisfaction.
These methods can be divided into implicit and explicit methods.
A multi-attribute (multi-dimensional) measurement that assesses direct satisfaction is a highly reliable and widespread form of measurement.
4.3
1. Please check the correct statements.
· Habitual influences on consumer behavior do not impair customer commitment. 
· Customer loyalty and customer commitment are always related in a linear manner.
· The relationship between customer satisfaction and customer loyalty is shaped by various influencing factors, such as the market environment, product, and the type of business relationship.
4.4
1. Please check the correct statements.
· Instead of creating transparency, current information and communication technologies introduce more uncertainty. 
· Complaint management can help to assuage the concerns of dissatisfied customers. 
· It is generally accepted that a strong customer orientation among employees has a positive effect on customer satisfaction. 
· A great deal of attention is paid to the price function in the context of customer satisfaction considerations. 

Unit 5 
5.1
1. Name at least three recognized causes of customer loyalty.
· Situational causes of loyalty
· Contractual causes of loyalty
· Economic causes of loyalty
· Technical-functional causes of loyalty
· Psychological causes of loyalty

2. Please complete the following sentences:
Voluntary or habitual loyalty is preferable to involuntary loyalty.
Customer loyalty management is primarily concerned with the endogenous causes of loyalty.
Customer loyalty management is based on the insight that systematic customer loyalty contributes to the economic success of the company.
5.2
1. Please check the correct statements.
· The primary goal of the customer acquisition phase is to encourage and win over the customer.
· The customer recovery phase focuses on making amends to the customer.
· Customer loyalty management is aimed at all customers who have ever had contact with the company.
· The chain of effects of customer loyalty shows that customer satisfaction arises from customer loyalty. 
5.3
1. Please check the correct statements.
· Customer loyalty management measures are focused on the customer relationship phases. 
· Customer clubs are particularly effective in customer acquisition. 
· Unlike the commitment strategy, the connectedness strategy tries to achieve customer loyalty on a voluntary basis. 
· The strategies for ending customer relationships can be divided into positive and negative categories. 
Unit 6 
6.1
1. Please check the correct statements.
· Customer value represents an important point of orientation for companies as part of their CRM activities. 
· Customer value is the value that the company attaches to a customer. 
· Relationship potential is a determinant of customer value. 
· A customer’s base volume is derived from their purchase history. 
6.2
1. Name the different methods for customer evaluation.
1. Customer contribution margin
2. ABC analysis
3. Customer lifetime value
4. Customer portfolio analysis

2. Please check the correct statements.
· The customer contribution margin analysis is an extension of the customer revenue analysis.
· The aim of the customer coverage margin calculation is to show what share of future product development costs will be covered by the customer. 
· The ABC analysis is a three-stage process for customer evaluation. 
· The ABC analysis represents an initial starting point for customer classification. 
6.3
1. Please complete the following sentences:
Customer portfolios are two-dimensional methods, which compare pre-economic and economic dimensions.
Customer segmentation can provide the basis for the creation of customer portfolios.
Through segmentation, an attempt is made to create customer groups that are as homogeneous as possible within their segment.
The segmentation can be divided into single-dimensional and two-dimensional segmentation.

2. Name the CRM success chain in the customer loyalty phase:
Measures – customer satisfaction – customer loyalty – economic success.

Unit 7 
7.1
1. What defines a CRM strategy, and what is it based on?
CRM strategies are based on a business objective and define a framework for action.
7.2
1. Please check the correct statements.
· Encouragement and persuasion are part of a customer loyalty strategy. 
· An important goal of the customer acquisition phase is to increase awareness. 
· In the customer loyalty phase, a distinction can be made between a growth phase and a maturity phase. 
· The connectedness strategy is an index of a customer’s contract period. 

2. What types of customers does recovery management focus on?
Customers wishing to defect from the company and those who have already churned.
7.3
1. Please name some cross-phase CRM tools.
Quality, complaint, service and customer value management.

2. Please check the correct statements.
· Quality management has no influence on customer satisfaction. 
· Complaints should be accepted and processed according to a plan. 
· Value added services are fee-based additional services. 

Unit 8 
8.1
1. Please state the reasons that cause companies’ CRM projects to fail, according to various studies.
Failure to adapt organizational structures and lack of planning and goal setting

2. Please name the pillars for the internal implementation of CRM.
Systems – structures – culture
8.2
1. Please check the correct statements.
· The CRM architecture represents the structural interconnections of customer relationships. 
· Successful CRM requires a high level of employee commitment. 
· CRM can also be successful as a purely IT-supported solution. 
8.3
1. Please check the correct statements.
· Operational CRM encompasses all of the processes involved in handling customer transactions.
· Campaign and lead management is part of the sales process. 
· The operational processes should be supported by suitable IT systems. 
· Analytical CRM looks at the data collected in the operational CRM. 
8.4
1. Explain the function of a data warehouse.
A data warehouse can be described as a data repository, used to store, allocate, and sort data from all areas of the company.

2. Please check the correct statements.
· Data mining produces descriptive data. 
· OLAP delivers descriptive data.
· Data mining digs into the data to reveal connections between customer behavior and business processes. 
8.5
1. Please check the correct statements.
· Pre-economic effects are psychological and behavioral effects. 
· Effectiveness monitoring in CRM is purely monetary in nature. 
· The balanced scorecard is not part of the integrated control systems. 	Comment by David Stockings: As far as I can see, this is not mentioned in the Script.
· Feature-oriented monitoring can be used to measure psychological parameters. 
