SCE Coursework Support

· “I don’t know how to start my coursework?”
· “I don’t know what to write for each section?”

If this is what you feel about your coursework, you are in the right place. Carry on reading!

The below questions will help you start thinking about your coursework, and provide guidance on how to start drafting each section. Each of these Qs are answered in the online seminars, yet in the context of other companies. By attending and engaging in the activities in the seminar, you should be able to transfer your learning and understanding to coursework live case study (Fferal Clothing). 
The seminar recordings are available under each week’s folder, feel free to revisit them as and when needed. We strongly recommend you should take your own notes for each of these questions straight away after the seminar while your learning is still fresh. These notes will grow each week, and form a preliminary draft of your coursework.  

WEEK 3 (Identify and Differentiate Steps of IDIC)
1. How can Fferal Clothing identify its customers?
2. What can you suggest to Fferal to encourage its customers (potential and existing) to identify themselves?
3. What types of customer data would be most beneficial to collect for Fferal?
4. How can Fferal measure the actual and potential value of its customers?
5. Why is recognizing its customers at each touchpoint good for Fferal?
6. Thinking of the IDIC Model, what would you suggest to Fferal to think about as a starting point of a mutual strong relationship?
7. How can Fferal measure the actual and potential value of its customers?
8. Having estimated the value (actual and potential) of its customers, how can Fferal use this information to make managerial decisions?
9. Can you explain to Fferal management team the importance of differentiating customers by their needs, and the relationship between ‘needs’, ‘behaviour’ and ‘value’?
10. How can Fferal categorize its customers by their different needs? 



WEEK 4 (Interact Step of IDIC)

11. What interaction channels are available to Fferal customers?
12. How can Fferal ensure that every interaction is seamless with its customers?
13. What golden questions can you recommend for Fferal and how can these be used for customer acquisition (gain), retention (keep) and development (grow)?
14. How can Fferal create within a culture the company that complaining customers are seen as an asset and not nuisance?
15. What can you recommend to Fferal in terms of enhancing its customers’ trust through customer dialogue?
WEEK 5 (Interact Step of IDIC - Continued)

16. Let’s think about how to make Fferal Clothing well known for being a ‘relationship’ company, with a focus on developing mutual, strong and long-term relationship with its customers. 
	
(a) Clearly this requires obtaining customer information. If you were working as a chief marketing officer for Fferal how would you achieve this?
(b) Having collected individual customer information, how can you use this for interactivity?
(c) What role will e-mail play? Mobile devices? Social networking?

17. How can Fferal use social media to build customer relationships? You can approach this question from various perspectives such as:
 
(a) using SM for customer service
(b) using SM to manage a crisis
(c) using SM to build/enhance brand image/reputation
(d) using SM to listen to customers

18. Being a small company with limited resources, crowd service will be extremely beneficial for Fferal. When creating an online community to encourage crowd service, what can you recommend to Fferal for setting up a successful crowd service? 

WEEK 6 (Customisation Step of IDIC)

19. How can Fferal Clothing practice mass customization? To think about mass customization for Fferal Clothing, consider:
a. Who are the customer segments for Fferal Clothing? Who are the MVCs (Most Valuable Customers)? The MGCs (Most Growable Customers)? The BZs (Below Zero Customers? (See Lecture 3)
b. What are customers buying when they buy from Fferal Clothing?  
c. What are Fferal Clothing customers’ expanded need set?
d. [bookmark: _GoBack]Is there any opportunity for Fferal Clothing to build close relationships with its end users? How?
20. What expanded needs set can you identify for Fferal Clothing?
21. Can you provide examples of mass customisation for Fferal Clothing (think of ‘adaptive’, ‘cosmetic’, ‘collaborative’ and ‘transparent’ customisation)?
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