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This examination question paper remains the property of the University of South Africa and may not be
removed from the examination venue

This paper consists of seven (7) pages plus mstructions for the completion of a mark-reading sheet

This 1s a closed-book examination You may not consutt notes of any kind, or any person
except the nvigilator, dunng the examination session

This paper consists of two (2) sections, SECTION A and SECTION B Section A 1s
compulsory and should be answered on the mark-reading sheet provided Answer ANY
TWO (2) of the questions in section B in the examination answer book provided

This paper counts a total of 70 marks The marks obtained (out of 70) will be converted to a
percentage (100)

PLEASE NOTE: Write the numbers of the questions that you have answered on the
cover page of the examination answer book, in the “Question no.” column, in the
order that you have answered them

HAND IN THE MARK-READING SHEET TOGETHER WITH YOUR EXAMINATION
ANSWER BOOK.

INSTRUCTIONS TO CANDIDATES:

—

Number your answers clearly

Read the questions carefully before answering

Answers must be set out in a systematic and logical way using appropriate headings
and subheadings

4 Answer the questions n detail
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SECTION A (COMPULSORY QUESTIONS)

Answer all the questions in this section on the mark-reading sheet and write your
answers down in your answer book.

In your answer book, write down the correct option number (1, 2, 3, or 4) next to the
question number for each of the multiple-choice questions below.

For example:
question 11: 4
question 12: 3, ete.

Make sure that the options indicated on the mark-reading sheet correspond with
those in your answer book. Each multiple-choice question is worth two marks.
Section A counts 30 marks.

QUESTION 1

Which ONE of the following does NOT reflect the primary roles played by businesses and
individuals within businesses regarding supply chain management?

1 Suppliers

2 Buyers

3 Competitors

4 Market makers {2]
QUESTION 2

CRM technology solutions must be able to adapt on four different levels Which ONE of the
following 1s NOT one of these levels?

1 Transaction leval

2 Data level

3 Business ievel

4  Customer level [2]
QUESTION 3

Which ONE of the foliowing 1s NOT true regarding the basic cnteria for evaluating website
performance?

Plattorm dependence

Speed and reliability

interactivity

Appropriateness (2]

AW N -
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QUESTION 4
Which ONE of the following statements regarding online payments 1Is CORRECT?

1 The processing of credit card payments involves authonsation and settlement
Credit cards cannot handle currency exchange for international purchases

3 If the merchant 1s using the SSL protocol it 1s not necessary that the customer’s web
browser must also support this protocol

4 For secure handling of credit cards online a merchant needs a digital certificate and this

adds to the cost of the website [2]
QUESTION 5
AVPNIsa
1 Virtual Personal Network
2  Virtual Private Netghbourhood
3 Virtual Protocol Name
4 Virtual Private Network [2]
QUESTION 6

Which one of the following statements 1s INCORRECT? The digital marketing cycle comprises
the following

Attract visitors

Engage visttors

Register the visitors

Retain the visitors [2]

WD -

QUESTION 7

An online adverisement that appears underneath the current browser window and which can only
be seen when the current browser window 1s closed or minimised, 1s known as a/ an

Interstitial

pop-down

pop-up

pop-under 2]

bW -

QUESTION 8

There are basically five activities that should be executed to focus on the customer as part of
a firm's eCRM efforts (the five I's) They are

identification, individualisation, interaction, integration, and integrity

information, individualisation, interaction, integration, and integrity

identification, inspection, interaction, integration, and insurance

involvement, ideat, integration, inspection, and instant [2}

HON =
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QUESTION 9
Whach of the following 1s NOT a measurement metric used in online advertising?
1 Ad impressions
2 Clicks and click-throughs
3 Message assaciations
4 Unique wisitors [2]
QUESTION 10

Which ONE of the following 1s NOT one of the critena for measuring the performance of a website?

BN =

Look and feel

Speed

platform independence

interactivity [2]

QUESTION 11

Which of the following are charactenstics of e-talling?

a

T Q0T

Interactivity

Convenience

Limited facilihes for product inspection
Prices are always lower

Direct human contact

1 abc

2 bce

3 ade

4 cde [2]

QUESTION 12

Which ONE of the following 1s INCORRECT?

1

N

Client software 1s located on the user's computer and requests information from server
computers

A "sticky" website 1s one where the user stays for some time and/or retums regularly
The "usability” of a website 1s the ease with which a site can be used and navigated by

users
HTML stands for 'Hyper Tags Markup Language. [2]

[TURN OVER]




MNM2612
MAY/ JUNE 2016

QUESTION 13

Which ONE of the following 1s NOT one of the “six Cs” which can be used to create an online
value proposition?

Content
Customisation
Convenience
Creativity

AWK =

[2]
QUESTION 14

Which ONE of the foliowing 1s NOT a key success factor in B2B e-commerce?

Brand reputation
Customer service
Location

Price

W N -

[2]
QUESTION 15

Which ONE of the following 1s NOT one of the main types of e-procurement?

Web-based ERP
E-sourcing
E-auctioning
E-tendering

BN -

[2]

Total for Section A: [30]
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SECTIONB
Read the short case study below and answer any TWO (2) of the following THREE (3)
questions.
if you answer more than two questions, only the first two answers will be marked in the
order in which they appear in the answer book. For example, if you answer all the
questions in the order 1, 2 and 3, only the answers to questions 1 and 2 will be marked.
If you answer all the questions in the order 3, 1 and 2, only the answers to questions 3
and 1 will be marked. Section B counts 30 marks. Structure your answers by using
appropriate headings and subheadings.

FINGERTIP SHOPPING: MINI CASE STUDY

Fingertip Shopping 1s an online and internet shop selling an extensive varnety of books, cell
phones, tablets, laptops and other related necessthes It has won a pnze of shop of the year
from the South African Business Innovation Association It 1S now eager to be just as
successful with its online effort Fingertip Shopping tnes to keep its online prices the same as
the shop price, but add some tanff for the delivery

The most important products are well Illustrated by pictures and the website 1s designed with a
structure and links to enable the visitor to allocate any product and the minimum clicks There
15 also a search function to find desired products The visitor can then either put the item in a
shopping cart or on a wish list Registration i1s simplified and once the customer Is registered
online, the customer 1s able to track the delivery of the ordered tems, but will also be greeted
next time by name The visitor can aiso choose to receive regular newsletters and notifications
of special offers

To start to make the website better known in the South African community it has advertised In
local and national newspapers and magazines, but television has proved too expensive
Fingertip Shopping, however, soon realised that it can be very beneficial to advertise on
internet

Fingertip Shopping has a facility whereby the visitors to the website can contact them directly
as well as emaill Their website also includes a frequently asked question (FAQ) section for
instant answering of frequently asked questions The site 1s also constantly updated with the
most recent products and helpful onhine information

The website further includes free online advice and technical detaill about computer equipment
and cell phones and overviews of new books Added to these 1s a chat room where visitors
can discuss relevant tems

Fingertip Shopping 1s, however, still ignorant about how to let people find them easily on the
internet in terms of search engine opttmisation They have only submitted the website to some
search engines that they regard as the most important

They also admit that they find it difficult to build relatonships with online customers because
they cannot personally see the customers and builld a personal refationship with them They
therefore also find i difficult to persuade customers to take action to buy Some of the
encouragements they give the customers are the foliowing

« They emphasise that it is safe to buy online from Fingertip Shopping and indicate this by
means of an emblem that the secunty of the site is guaranieed by ABC Safe Shopping
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« They use special offers and gifts to lure customers to buy, such as special discounts for

purchases over a certain amount and this may include a free article

» They accept all credit cards as vahd form of payment

QUESTION 1 (20 marks: 15 for theory and 5 for practical application)

Discuss five types of customer services aimed at generating a purchase decision (15 marks
for theory) and how Fingertip Shopping applied that or can apply that m their website (5 marks
for practical)

(20)
QUESTION 2

Discuss any four components of creating stickiness in creating a website (16 marks for theory)
and indicate in a practical way how Fingertip Shopping succeeded in each of those (4 marks
for practical) (20)
QUESTION 3

Discuss four stumbliing blocks in the way of e-taling and indicate how Fingertip Shopping
made or could make provision to overcome them (theory 16 marks, practical 4 marks)

(20)
Total for Section B: [40]

Total for paper: [70]
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