Retail Marketing v5.7 - Answer Key
TYK Intro
Review Q1
All of these activities are usually carried out by the marketing department apart from?
a) CRM
b) Credit marketing
c) Advertising design
d) Market planning
e) Vendor negotiations
Review Q2
A VP of Marketing’s bonus is often based on all of these except?
a) Market share
b) Sales
c) Frequent shopper effectiveness
d) Marketing expenses
e) Turn
Review Q3
All of these planning activities are carried out by the marketing department apart from?
a) Market analysis
b) Competitive analysis
c) Understanding the target customer
d) Positioning
e) Developing the merchandise plan
[bookmark: OLE_LINK4]Review Q4
True or False?  The Marketing Department is responsible for catalog production?
True
Review Q5
Which of the following is a Marketing key performance indicator not commonly used by other departments?
a) Achieved gross margin
b) Comp store (like for like) sales
c) Sales per square foot
d) Average transaction value
e) Share of purse or wallet


TYK CRM
Review Q6
All of these are ways a CRM system can be used apart from?
a) To develop clusters of customers each with a common set of characteristics
b) To help customer retention
c) To tailor the service package to suit the most important customer clusters
d) To tailor promotions to suit the most important customer clusters
e) To plan markdowns
Review Q7
Which of the following variables can retailers use to achieve loyalty or retention?
a) CRM
b) Excellent customer service
c) Both CRM and Excellent customer service
Review Q8
Which one of the below builds loyalty?
a) Price 
b) Assortment
c) Customer service
d) All three
[bookmark: OLE_LINK37]Review Q9
Put these stages in the evolution of a CRM program in the most usual order from start to finish
1) Operational CRM
2) Marketing automation
3) Analytical CRM
4) Strategic CRM
Review Q10
Approximately what percentage of your customer base would you normally plan to segment?
a) 100%
b) 85%
c) 50%
d) 30%
e) 10%


Mastery Test
Q1/12
Which of the following activities is not carried out by the marketing department?
a) CRM
b) Credit marketing
c) Advertising design
d) Market planning
e) Credit control

Q2/12
Which of these does not typically feature in a VP of Marketing bonus plan?
a) Market share
b) Sales
c) Frequent shopper programme
d) Marketing expenses
e) Gross margin achieved

[bookmark: OLE_LINK38]Q3/12
Which of the following activities are carried out by the marketing department? (Select four).
a) Market analysis
b) Competitive analysis
c) Understanding the target customer
d) Marketing position
e) Product quality control
f) Selecting suppliers
g) Developing the space plan

[bookmark: OLE_LINK39]Q4/12
Which is the best definition of CRM?
a) A new technology to improve customer relationships
b) A strategy to learn about customers’ requirements to develop better relationships with them
c) A way to sell more
d) A process which is now redundant with e-commerce
e) A way to eliminate unprofitable customers

Q5/12
Which of these would you not normally use a CRM system for?
a) To develop clusters of customers each with a common set of characteristics
b) To help customer retention
c) To tailor the service package to suit the most important customer clusters
d) To tailor promotions to suit the most important customer clusters
e) To identify customers that are most likely to commit fraud

Q6/12
Most retailer CRM programs are at which stage of evolution?
a) Operational CRM
b) Marketing automation or analytical CRM
c) Strategic CRM

[bookmark: OLE_LINK40]Q7/12
Match the most likely action taken as a result of a strategic CRM program with the most appropriate department.
Buying and merchandising 	Target assortments to customer profiles
Store operations 		Optimize store layout to customer segment
Customer service 		Ensure each customer gets the service treatment they prefer
E-commerce 			Tailor online promotions to suit customer segments

Q8/12
Once you have carried out a customer analysis which one of these would you not use the information to improve it?
a) Pricing
b) Offer vs. competitors
c) Assortment
d) Promotions
e) Gross margins

Q9/12
Which of the following KPIs is uniquely tracked by Marketing?
a) Share of purse or wallet
b) Average transaction size in units
c) Average transaction size in money
d) Change in market share

Q10/12
Match each Marketing Department responsibility with its correct description.
Market Planning Function 	Analyze the market, undertake competitive research and develop the market positioning and marketing strategy for the company.
Promotion Planning 			Plan the promotion calendar for the season or coming year.
Credit Marketing 	Responsible for the promotions and marketing to company own brand cardholder base.
Customer Relationship Marketing 	Manages customer data and loyalty programs.

Q11/12
Which of the following statements best describes the role of the marketing department in a retail business?
a) It manages inventory levels and negotiates supplier contracts.
b) It focuses solely on advertising products through traditional media.
c) It develops strategy based on customer and market insights, promotes sales through various channels, and analyzes marketing effectiveness.
d) It is responsible for setting product prices, negotiating with manufacturers, and managing stock replenishment.

Q12/12
What are some of the primary goals of CRM?      (Select four).
a) Provide better customer service
b) Maintain customer loyalty
c) Develop assortments customers really want
d) Cross-sell products more effectively
e) Improve internal communication
f) Managing inventory levels and optimizing warehouse operations
g) Ensuring all promotional materials comply with legal advertising standards


