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TRUE/FALSE.  Write 'T' if the statement is true and 'F' if the statement is false. 

1) 

By integrating technology and business strategies, businesses can focus on CRM to deliver increased sales and decreased costs. 

1) 

_______ 

Answer:  

True 

[image: ] 

False 

 

2) 

The stages of growth for CRM are Analyzing, Predicting and Planning. 

2) 

_______ 

Answer:  

True 

[image: ] 

False 

 

3) 

Customer Intelligence involves the use of CRM applications to explore the data to identify relevant customer information. 

3) 

_______ 

Answer:  

[image: ] 

True 

False 

 

4) 

When attempting to implement a CRM project, political and cultural issues are major concerns for most companies. 

4) 

_______ 

Answer:  

[image: ] 

True 

False 

 

5) 

CRM (Customer Relationship Management) and BI (Business Intelligence) are one and the same thing. 

5) 

_______ 

Answer:  

True 

[image: ] 

False 

 

6) 

Customer Relationship Management (CRM) technologies allow customer information to be gathered through a single point. 

6) 

_______ 

Answer:  

[image: ] 

True 

False 

 

7) 

Up-selling is the process of encouraging customers to purchase higher-priced products or services. 

7) 

_______ 

Answer:  

[image: ] 

True 

False 

 

8) 

Data analysis is the third step of the CRM process, which involves the use of CRM applications to explore the data to identify relevant customer information. 

8) 

_______ 

Answer:  

True 

[image: ] 

False 

 

9) 

A call centre is one of the potential customer touch points where data capture occurs during the CRM process. 

9) 

_______ 

Answer:  

[image: ] 

True 

False 

 

10) 

A company's management team makes decisions based on information identified in the data capture stage of the CRM process. 

10) 

______ 

Answer:  

True 

[image: ] 

False 

 

11) 

The planning and implementation of a CRM system adoption will address the following:  need analysis, software selection, project responsibilities, and project timelines. 

11) 

______ 

Answer:  

[image: ] 

True 

False 

 

12) 

The correct order of the CRM process is: data capture, strategic decision making, implementation, and data analysis. 

12) 

______ 

Answer:  

True 

[image: ] 

False 

 

MULTIPLE CHOICE.  Choose the one alternative that best completes the statement or answers the question. 

13) 

__________ can search a company's website and find product information for a user.  

13) 

______ 

A) 

 Market maker 

B) 

Cookies 

C) 

Web bots 

D) 

Log files 

E) 

Click-streamers 

Answer:  

C 

 

14) 

The CRM process cycle begins and ends with 

14) 

______ 

A) 

customer touch points. 

B) 

business intelligence. 

C) 

process redesign. 

D) 

ERP integration. 

E) 

customer intelligence. 

Answer:  

A 

 

15) 

The overall goal of CRM is to 

15) 

______ 

A) 

improve upon customer relationships. 

B) 

increase add-on sales. 

C) 

personalize service to meet customer needs. 

D) 

provide customer self-service. 

E) 

provide marketing analysis. 

Answer:  

A 

 

16) 

The first phase in CRM is to 

16) 

______ 

A) 

acquire new customers. 

B) 

capture data. 

C) 

enhance profitability of existing customers. 

D) 

acquire goods through electronic means. 

E) 

retain existing customers. 

Answer:  

B 

 

17) 

Central repositories that are used to organize, store, analyze, and report upon data for decision-making purposes are known as 

17) 

______ 

A) 

data marts. 

B) 

relational database systems. 

C) 

data warehouses. 

D) 

CRM applications. 

E) 

log files. 

Answer:  

C 

 

18) 

Intelligent agents are also called 

18) 

______ 

A) 

web browsers. 

B) 

spyware. 

C) 

web bots. 

D) 

data warehouses 

E) 

artificial intelligence interfaces. 

Answer:  

C 

 

19) 

Which of the following is a stage in CRM implementation? 

19) 

______ 

A) 

promotion 

B) 

optimization 

C) 

evaluation 

D) 

education         

E) 

negotiation 

Answer:  

D 

 

20) 

While helping users to find products or information throughout a website, the use of __________ may result in may result in automated up-selling and cross-selling of products.  

20) 

______ 

A) 

click stream analysis 

B) 

data analysis 

C) 

intelligent agents 

D) 

electronic marketing 

E) 

trading exchanges 

Answer:  

C 

 

21) 

The CRM process includes 

21) 

______ 

A) 

accounting and encryption. 

B) 

encryption and data capture. 

C) 

data analysis and accounting. 

D) 

VPNs and tunnelling. 

E) 

data capture and strategic decision-making. 

Answer:  

E 

 

22) 

When implementing a CRM project, it is crucial that __________ drive the implementation. 

22) 

______ 

A) 

technological break-throughs 

B) 

cultural awareness 

C) 

ethical concerns 

D) 

business strategies 

E) 

political motivation 

Answer:  

D 

 

23) 

Customer Relationship Management (CRM) is the use of technologies used to establish, develop and __________ relationships with customers. 

23) 

______ 

A) 

start 

B) 

maintain 

C) 

optimize 

D) 

end 

E) 

limit 

Answer:  

C 

 

24) 

Organizations often send form emails for marketing purposes, but this can result in negative reactions from recipients. However, __________ email can be beneficial. 

24) 

______ 

A) 

targeted 

B) 

automated 

C) 

blanketed 

D) 

humorous 

E) 

personalized 

Answer:  

A 

 

25) 

What is most important aspect of CRM data? 

25) 

______ 

A) 

giving many users access to the data 

B) 

comparing data to other companies 

C) 

integrating data throughout the firm for analysis 

D) 

gathering large volumes of data 

E) 

not mixing internal data with external data 

Answer:  

C 

 

26) 

In describing technologies, the following is a true statement: 

26) 

______ 

A) 

CRM and business intelligence have dissimilar objectives. 

B) 

CRM and business intelligence are the same technologies. 

C) 

CRM and ERP are the same thing. 

D) 

The scope of CRM is generally greater than business intelligence. 

E) 

Internet-enabled CRM improves customer "self-service". 

Answer:  

E 

 

27) 

Internet-enabled CRM applications may include which of the following? 

27) 

______ 

A) 

newspaper advertising 

B) 

online marketing campaigns 

C) 

enterprise resource planning 

D) 

website design software 

E) 

ERP 

Answer:  

B 

 

28) 

The process of simplifying sales in the field and the integration of sales activity into the corporate information structure is known as 

28) 

______ 

A) 

Service Free Association 

B) 

Simplifying Field Automation. 

C) 

Sales Force Automation. 

D) 

Service Force Association. 

E) 

Signature Free Automation. 

Answer:  

C 

 

29) 

Email campaigns, real time chat, voice over internet protocol, intelligence agents, and email management are examples of 

29) 

______ 

A) 

CRM final product. 

B) 

company's promotion of products. 

C) 

system integration and implementation. 

D) 

online marketing campaigns. 

E) 

customer service campaigns. 

Answer:  

D 

 

30) 

The information in the CRM may originate from all but which of the following? 

30) 

______ 

A) 

SCM system 

B) 

external data sources 

C) 

EDI system 

D) 

legacy system 

E) 

ERP system 

Answer:  

C 

 

31) 

This system is the cornerstone for sourcing data on the internal side: 

31) 

______ 

A) 

legacy system. 

B) 

EDI system. 

C) 

ERP system. 

D) 

the internet. 

E) 

SCM system. 

Answer:  

C 

 

32) 

The integration of the CRM application and the __________ system is critical, so that customer service representatives can discuss issues in a timely fashion at various touch points with the customer. 

32) 

______ 

A) 

EDI 

B) 

legacy 

C) 

SSL 

D) 

ERP 

E) 

SCM 

Answer:  

D 

 

33) 

For customers to gain access to information regarding expected delivery dates, it is important that data from the __________ system be integrated with the CRM through a real-time interface. 

33) 

______ 

A) 

SSL 

B) 

ERP 

C) 

legacy 

D) 

EDI 

E) 

SCM 

Answer:  

E 

 

34) 

One of the issues with integration of data from the various system with the CRM is 

34) 

______ 

A) 

the relevancy of data. 

B) 

the timeliness of data. 

C) 

the complexity of data. 

D) 

the usefulness of data. 

E) 

the availability of data. 

Answer:  

C 

 

35) 

Technological issues that may arise during the implementation of a CRM would be addressed primarily during the __________ phase. 

35) 

______ 

A) 

process redesign 

B) 

analysis 

C) 

planning 

D) 

integration 

E) 

design 

Answer:  

D 

 

36) 

The planning process for CRM implementation is crucial to system success. During this phase, it is important to solicit input from  

36) 

______ 

A) 

executives at all levels of the company. 

B) 

independent advisors with expertise in CRM, ERP and SCM systems integration. 

C) 

a cross-functional team of employees and consultants. 

D) 

technical employees who know the ERP and SCM systems. 

E) 

consultants experienced in the development of CRM systems. 

Answer:  

C 

 

37) 

A customer phones the customer service line, and the computer uses caller ID to automatically redirect the call to an appropriate customer service representative; this system is known as 

37) 

______ 

A) 

XML. 

B) 

EAI. 

C) 

CRM. 

D) 

VOIP. 

E) 

CTI. 

Answer:  

C 

 

38) 

Employee feedback during the planning stage of CRM implementation is recommended to avoid 

38) 

______ 

A) 

obstacles for progressing to the predicting stage of analysis. 

B) 

unrealistic implementation timelines. 

C) 

integration problems. 

D) 

data entry errors. 

E) 

an understanding of the customer-centric approach being adopted. 

Answer:  

B 

 

39) 

Businesses that don't spend adequately on __________ during the implementation of a customer relationship management system will never progress to the predicting stage of analysis. 

39) 

______ 

A) 

incentives 

B) 

reporting 

C) 

planning 

D) 

integration 

E) 

education 

Answer:  

E 

 

40) 

The ability of a CRM system to __________ data, as an aid to customer service, is a major development for companies in the ebusiness arena. 

40) 

______ 

A) 

share 

B) 

analyse 

C) 

store 

D) 

retrieve 

E) 

integrate 

Answer:  

E 

 

41) 

For CRM implementations, the educational process will involve both __________ training and CRM-focused learning 

41) 

______ 

A) 

ad-hoc 

B) 

customer service 

C) 

XML 

D) 

customer-centric 

E) 

technology 

Answer:  

E 

 

42) 

The Eddie Bauer Company's "Ask Eddie" instant help feature uses a(n)__________ that can respond immediately to customers seeking self-service by compiling standard responses from FAQs and employee email responses.   

42) 

______ 

A) 

live chat 

B) 

flexible interface 

C) 

ad-hoc reporting system 

D) 

VOIP telephony 

E) 

intelligent agent 

Answer:  

E 

 

SHORT ANSWER.  Write the word or phrase that best completes each statement or answers the question. 

43) 

What is a data mart? 

43)  

_____________ 

Answer:  

A data repository that is dedicated to specific user groups and is often integrated into the data warehouse        

 

44) 

Define Voice Over Internet Protocol. 

44)  

_____________ 

Answer:  

The use of an internet telephone protocol that relays voice signals across the internet, whether in a computer-to-phone call or a computer-to-computer call  

 

45) 

List the first three (3) implementation stages of CRM. 

45)  

_____________ 

Answer:  

Planning, process redesign, and integration 

 

46) 

What do the implementation project's technological aspects focus on after the CRM application has been installed? 

46)  

_____________ 

Answer:  

Focus on the integration of data 

 

47) 

As technologies converge, CRM applications are becoming offerings within what applications? 

47)  

_____________ 

Answer:  

Business Intelligence (BI) 

 

48) 

Provide an example of the type of marketing questions that a company might formulate through the analysis of the data gathered by a CRM. 

48)  

_____________ 

Answer:  

One of the following for example:
Who are our customers?
What do these customers really want from us?
What advertising methods are most effective?
Which channels are likely to be most successful in gaining repeat business? 

 

49) 

List the key areas for CRM. 

49)  

_____________ 

Answer:  

Marketing, sales, and service 

 

50) 

List two (2) potential customer touch points where data capture occurs during the CRM process. 

50)  

_____________ 

Answer:  

1) web
2) call centre
3) point of sale
4) direct mail 

 

TRUE/FALSE.  Write 'T' if the statement is true and 'F' if the statement is false. 

51) 

ETL is the process of gathering data from a system, such as an ERP system, which can be simplified and stored within the data warehouse. 

51) 

______ 

Answer:  

[image: ] 

True 

False 

 

52) 

There is little need for business intelligence strategies in companies which already have a well-designed ERP system. 

52) 

______ 

Answer:  

True 

[image: ] 

False 

 

53) 

A two-tier data warehouse structure allows the servers within the system to balance the load of user requests, and therefore is easily scaled as the number of users grows. 

53) 

______ 

Answer:  

True 

[image: ] 

False 

 

54) 

The use of KPIs doesn't require the capture of large volumes of data. 

54) 

______ 

Answer:  

True 

[image: ] 

False 

 

55) 

A company can use BI tools to identify customer segments that are highly profitable and then develop strategies to ensure that it retains those customers. 

55) 

______ 

Answer:  

[image: ] 

True 

False 

 

56) 

Business intelligence has evolved from previous data management systems such as data warehousing. 

56) 

______ 

Answer:  

[image: ] 

True 

False 

 

57) 

One of the five (5) Business Intelligence functions is performance dissemination. 

57) 

______ 

Answer:  

True 

[image: ] 

False 

 

58) 

Data sources for business intelligence (BI) must be exclusively internal. 

58) 

______ 

Answer:  

True 

[image: ] 

False 

 

59) 

Core technologies provide the basic infrastructure for relational databases. 

59) 

______ 

Answer:  

True 

[image: ] 

False 

 

60) 

Implementing BI is currently one of the top technology initiatives in many enterprises. 

60) 

______ 

Answer:  

[image: ] 

True 

False 

 

61) 

BI on mobile devices is an emerging trend. 

61) 

______ 

Answer:  

[image: ] 

True 

False 

 

62) 

CRM and SCM technologies may be integrated into the BI application, thereby sharing data webs and data marts. 

62) 

______ 

Answer:  

True 

[image: ] 

False 

 

MULTIPLE CHOICE.  Choose the one alternative that best completes the statement or answers the question. 

63) 

Which of the following would be considered a data source for BI? 

63) 

______ 

A) 

Operating System Data 

B) 

Call Centre Data 

C) 

Network Data 

D) 

Architecture Data 

E) 

Security Data  

Answer:  

B 

 

64) 

The "P" in the acronym KPI stands for 

64) 

______ 

A) 

Production. 

B) 

Performance. 

C) 

Position. 

D) 

Possibility. 

E) 

Planning. 

Answer:  

B 

 

65) 

Used in BI for accounting/finance performance analysis, a __________ is a multi-dimensional measurement tool aimed at capturing a variety of performance indicators. 

65) 

______ 

A) 

journal 

B) 

form 

C) 

process 

D) 

scorecard 

E) 

balance sheet 

Answer:  

D 

 

66) 

In many cases KPIs are linked to a 

66) 

______ 

A) 

Data Mart. 

B) 

Meta Data. 

C) 

Data Cube. 

D) 

Data Warehouse. 

E) 

Balanced Scorecard. 

Answer:  

E 

 

67) 

Data mining is 

67) 

______ 

A) 

searching through data to create new queries. 

B) 

analysis of data for new relationships. 

C) 

getting rid of bad data in a database. 

D) 

relocating data into a new database. 

E) 

ordering your data by date entered for example 

Answer:  

B 

 

68) 

Which of the following is a business intelligence function? 

68) 

______ 

A) 

Marketing Analysis 

B) 

Information Dissemination 

C) 

Transactional Analysis 

D) 

Travel Analysis 

E) 

Asset Management 

Answer:  

B 

 

69) 

Data warehouses are divided into smaller, dedicated databases also known as 

69) 

______ 

A) 

Data Clusters. 

B) 

Data Pools. 

C) 

Data Stores. 

D) 

Data Cubes. 

E) 

Data Marts. 

Answer:  

E 

 

70) 

The ability of a system to maintain a set rate of performance, as the number of users or volume of usage increases, is called 

70) 

______ 

A) 

performance. 

B) 

flexibility. 

C) 

scalability. 

D) 

usability. 

E) 

transparency. 

Answer:  

C 

 

71) 

Data Mining is the analysis of 

71) 

______ 

A) 

data to review previously discovered relationships. 

B) 

project planning milestones. 

C) 

data for relationships that may not have previously been known. 

D) 

data for performance indicators. 

E) 

business intelligence. 

Answer:  

C 

 

72) 

Which of the following is one of the main functions of a data warehouse? 

72) 

______ 

A) 

analyse data 

B) 

mirror data 

C) 

make automated decisions 

D) 

compress data 

E) 

gather data 

Answer:  

A 

 

73) 

What is the analysis of data for relationships that may not have been previously known? 

73) 

______ 

A) 

data mining 

B) 

data mart 

C) 

data intelligence 

D) 

metadata 

E) 

data warehouse 

Answer:  

A 

 

74) 

Two critical issues in the design of the architecture of a system used for intelligence applications are 

74) 

______ 

A) 

database design and system architecture. 

B) 

database interfaces and system design. 

C) 

database language and system architecture. 

D) 

database performance and system version. 

E) 

none of these choices is correct 

Answer:  

A 

 

75) 

Both two-tier and three-tier structures for data warehouses contain 

75) 

______ 

A) 

business intelligence. 

B) 

user layer / client, application and database servers. 

C) 

SQL code and firewalls. 

D) 

value-added networks and single interface. 

E) 

none of these choices is correct 

Answer:  

B 

 

76) 

Business intelligence applications can be closely related to 

76) 

______ 

A) 

sales strategies. 

B) 

online marketing strategies. 

C) 

customer relationship management strategies. 

D) 

supply chain strategies. 

E) 

none of the choices is correct 

Answer:  

C 

 

77) 

In data analysis and reporting methods, the value of BI increases as the complexity of the level of 

77) 

______ 

A) 

analysis decreases. 

B) 

performance decreases. 

C) 

analysis increases. 

D) 

performance increases. 

E) 

collaboration increases. 

Answer:  

C 

 

78) 

Essentially, a data warehouse is a system that exists __________ the online transaction processing system. 

78) 

______ 

A) 

as a backup for 

B) 

in concert with 

C) 

to facilitate 

D) 

outside 

E) 

as a unit within 

Answer:  

D 

 

79) 

What aspects of ERPs have typically left users dissatisfied, leading to the need for BI systems? 

79) 

______ 

A) 

accuracy and control 

B) 

availability and security 

C) 

multilingual support and translation 

D) 

reporting and analysis 

E) 

timeliness and usability 

Answer:  

D 

 

80) 

BI offers the potential to improve decision-making and improve 

80) 

______ 

A) 

business relationships. 

B) 

data warehousing. 

C) 

profitability. 

D) 

customer relationships. 

E) 

employee retention. 

Answer:  

C 

 

81) 

One key benefit of BI occurs when all employees work on the same database. This benefit can be categorized as 

81) 

______ 

A) 

improved collaboration. 

B) 

improved work load. 

C) 

improved accuracy. 

D) 

reduced data redundancy. 

E) 

reduced cash-to-cash cycle. 

Answer:  

A 

 

82) 

BI has been likened to driving a car while looking in the rear-view mirror.  Which choice most closely correlates to this analogy? 

82) 

______ 

A) 

management by objectives 

B) 

participatory management 

C) 

periodic managment  

D) 

continuous management 

E) 

hands-on management 

Answer:  

C 

 

83) 

Metadata is a structured definition of data. Essentially it is data about __________. 

83) 

______ 

A) 

BI system architecture 

B) 

data 

C) 

data redundancy 

D) 

data propagation 

E) 

BI system versions 

Answer:  

B 

 

84) 

Core technologies create the __________ environment within which BI operates; its design and structure will have a significant impact on the success or failure of BI initiatives. 

84) 

______ 

A) 

operating 

B) 

fast-paced 

C) 

global 

D) 

competitive 

E) 

business 

Answer:  

A 

 

85) 

A relational database such as  MS Access is part of the __________ technologies in a BI system. 

85) 

______ 

A) 

core 

B) 

hardware 

C) 

operating 

D) 

network 

E) 

enabling 

Answer:  

A 

 

86) 

SQL is used to query the database in a BI system. What type of technology is SQL as it relates to BI or data warehousing? 

86) 

______ 

A) 

enabling 

B) 

operating 

C) 

core 

D) 

hardware 

E) 

network 

Answer:  

A 

 

87) 

In a BI system, web interfaces and tools such as wizards are used to improve value through  

87) 

______ 

A) 

security. 

B) 

flexibility. 

C) 

ease of use. 

D) 

performance. 

E) 

training. 

Answer:  

C 

 

88) 

Technologies that provide the reporting and analysis of data at the user end of the process are known as  

88) 

______ 

A) 

relational databases systems. 

B) 

core systems. 

C) 

network solutions. 

D) 

BI solutions. 

E) 

data modelling systems. 

Answer:  

D 

 

89) 

Data analysis in the retail industry is very complicated. Which Canadian retailer has successfully implemented a BI system that has helped it to achieve uniform operation and management of its many stores throughout Canada? 

89) 

______ 

A) 

Wal-mart 

B) 

Telus 

C) 

BMO 

D) 

HBC 

E) 

Royal Canadian Superstore 

Answer:  

D 

 

90) 

During the implementation of BI, management must ensure that issues of data ownership are addressed to allow the project to be implemented successfully.  This is known as 

90) 

______ 

A) 

change management. 

B) 

improved collaboration. 

C) 

continuous management. 

D) 

training strategy. 

E) 

performance evaluation. 

Answer:  

A 

 

91) 

Enterprises are seeking to implement __________ BI in order to increase the speed and efficiency of short-term tasks such as data integration. 

91) 

______ 

A) 

real-time 

B) 

just-in-time 

C) 

mobile 

D) 

next-gen 

E) 

turbo 

Answer:  

A 

 

92) 

In what type of BI might information contain a volatility that could lead to erratic decisions? 

92) 

______ 

A) 

next-Gen 

B) 

real-time 

C) 

turbo 

D) 

just-in-time 

E) 

mobile 

Answer:  

B 

 

SHORT ANSWER.  Write the word or phrase that best completes each statement or answers the question. 

93) 

Name the five Business Intelligence functions. 

93)  

_____________ 

Answer:  

The five business intelligence functions are data integration and organization, data analysis, performance analysis, information dissemination, and collaboration          

 

94) 

Core technologies, enabling technologies, and BI solutions are included in what kind of architecture? 

94)  

_____________ 

Answer:  

Business intelligence architecture 

 

95) 

Briefly explain what happens in the execution phase of the intelligence implementation. 

95)  

_____________ 

Answer:  

The execution phase is where numerous common management techniques come into play. 

 

96) 

What is an ad-hoc query? 

96)  

_____________ 

Answer:  

The ability for users to generate any type of query or report they wish within the system      

 

97) 

How is scalability important for the success  of a BI system? 

97)  

_____________ 

Answer:  

Scalability provides the capability to maintain a set rate of performance as the number of users or volume of usage increases in a company   

 

98) 

What are two critical success factors for BI? 

98)  

_____________ 

Answer:  

Any two of the following: 
ease of use
scalability
flexibility
performance
security. 

 

99) 

Name two considerations that influence the architecture design decision for business intelligence applications. 

99)  

_____________ 

Answer:  

1. hardware selection
2. number of users
3. existing corporate infrastructure
4. software application chosen
5. data warehouse or data mart approach taken 

 

100) 

Name two key benefits of Business Intelligence systems. 

100)  

____________ 

Answer:  

Some of the key benefits that BI contributes include continuous rather than periodic management, improved management of diverse business functions, improved collaboration and improved understanding of customers. 


 

1) 

FALSE 

2) 

FALSE 

3) 

TRUE 

4) 

TRUE 

5) 

FALSE 

6) 

TRUE 

7) 

TRUE 

8) 

FALSE 

9) 

TRUE 

10) 

FALSE 

11) 

TRUE 

12) 

FALSE 

13) 

C 

14) 

A 

15) 

A 

16) 

B 

17) 

C 

18) 

C 

19) 

D 

20) 

C 

21) 

E 

22) 

D 

23) 

C 

24) 

A 

25) 

C 

26) 

E 

27) 

B 

28) 

C 

29) 

D 

30) 

C 

31) 

C 

32) 

D 

33) 

E 

34) 

C 

35) 

D 

36) 

C 

37) 

C 

38) 

B 

39) 

E 

40) 

E 

41) 

E 

42) 

E 

43) 

A data repository that is dedicated to specific user groups and is often integrated into the data warehouse        

44) 

The use of an internet telephone protocol that relays voice signals across the internet, whether in a computer-to-phone call or a computer-to-computer call  

45) 

Planning, process redesign, and integration 

46) 

Focus on the integration of data 

47) 

Business Intelligence (BI) 

48) 

One of the following for example:
Who are our customers?
What do these customers really want from us?
What advertising methods are most effective?
Which channels are likely to be most successful in gaining repeat business? 

49) 

Marketing, sales, and service 

50) 

1) web
2) call centre
3) point of sale
4) direct mail 

51) 

TRUE 

52) 

FALSE 

53) 

FALSE 

54) 

FALSE 

55) 

TRUE 

56) 

TRUE 

57) 

FALSE 

58) 

FALSE 

59) 

FALSE 

60) 

TRUE 

61) 

TRUE 

62) 

FALSE 

63) 

B 

64) 

B 

65) 

D 

66) 

E 

67) 

B 

68) 

B 

69) 

E 

70) 

C 

71) 

C 

72) 

A 

73) 

A 

74) 

A 

75) 

B 

76) 

C 

77) 

C 

78) 

D 

79) 

D 

80) 

C 

81) 

A 

82) 

C 

83) 

B 

84) 

A 

85) 

A 

86) 

A 

87) 

C 

88) 

D 

89) 

D 

90) 

A 

91) 

A 

92) 

B 

93) 

The five business intelligence functions are data integration and organization, data analysis, performance analysis, information dissemination, and collaboration          

94) 

Business intelligence architecture 

95) 

The execution phase is where numerous common management techniques come into play. 

96) 

The ability for users to generate any type of query or report they wish within the system      

97) 

Scalability provides the capability to maintain a set rate of performance as the number of users or volume of usage increases in a company   

98) 

Any two of the following: 
ease of use
scalability
flexibility
performance
security. 

99) 

1. hardware selection
2. number of users
3. existing corporate infrastructure
4. software application chosen
5. data warehouse or data mart approach taken 

100) 

Some of the key benefits that BI contributes include continuous rather than periodic management, improved management of diverse business functions, improved collaboration and improved understanding of customers.
image1.jpeg




