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INSTITUTE OF BANKERS IN MALAWI

DIPLOMA IN BANKING EXAMINATION
SUBJECT: CUSTOMER RELATIONSHIP 



   MANAGEMENT (IOBM-D215)

Date: Monday, 10th November 2008

Time Allocated: 3 hours (13.30 to 16.30 pm) 

INSTRUCTIONS TO CANDIDATES
1 
Read the instructions on the cover of the answer book.

2 
This paper consists of TWO Sections, A and B.

3 
Section A consists of 4 questions, each question carries 15 marks.

Answer ALL questions.

4 
Section B consists of 4 questions, each question carries 20 marks. Answer ANY TWO questions.
5
You will be allowed 10 minutes to go through the paper before the start of the examination, when you may write on this paper but not in the answer book.
6
DO NOT open this question paper until instructed to do so.

SECTION A 

(60 Marks)
Answer ALL questions from this section.
QUESTION 1
(a) 
What is Customer Relationship Management?


    (5 marks)
(b)
What is the ultimate goal of Customer Relationship Management in an 


organisation?






    (2 marks)
(c)
Why might a bank embark on Customer Relationship Management?










    (8 marks)
(Total 15 Marks)
QUESTION 2
Explain the following terms or concepts as applied to marketing strategy development.

(a)
Market segmentation.





      (5 marks)
(b)
Target marketing.





     
      (5 marks)
(c)
Market positioning.






      (5 marks)
 (Total 15 Marks)

QUESTION 3

(a)
What is meant by online banking?



      (5 marks)
(b)
What benefits does online banking offer to:-

(i) Customers in Malawi.


(ii)
Banks in Malawi.





    (10 marks)
(Total 15 Marks)

QUESTION 4
(a) Explain the five customer life cycle stages.

               (10 marks)
(b) What are corporate values and why is it important for a company to incorporate values in its corporate relationship management?”    (5 marks)

(Total 15 Marks)
SECTION B

(40 Marks)

Answer ANY TWO questions from this section.
QUESTION 5

Service quality is a major source of competitive advantage that banks in Malawi pursue.

(a)
Explain five determinants of service quality in the context of the banking industry.







    (10 marks)
(b)
Discuss how a named commercial bank would benefit from offering high service quality consistently.

 


    (10 marks)
(Total 20 Marks)

QUESTION 6

Effective relationship bank marketing depends on having a relevant and up to date customer database.

(a)
Explain relationship bank marketing. 



      (5 marks)

(b)
Discuss with examples, the significance of a relevant and up to date customer database to a banking institution of your choice with reference to Customer Relationship Management.



    (15 marks)









   (Total 20 Marks)
QUESTION 7
You are a Bank Manager of a local bank.  You suddenly find a member of staff arguing with a customer of the bank, disrupting customer services in the process.  The customer’s complaint is that service standards at the bank have gone down and threatens to close his account.
How would you go about resolving the customer’s complaint?








    (Total 20 Marks)

QUESTION 8
(a)
Explain how customer acquisition and customer retention policy impact on performance of a bank.





    (10 marks)
(b)
(i)
What is aggressive promotional pricing?


      (2 marks)
(ii)
State its major disadvantage? 



      (3 marks)
(c)
What is the difference between psychographic segmentation and techno-graphic segmentation? Give one example of each.

      (5 marks)









    (Total 20 Marks)
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