K. K. Wagh Institute of Engineering Education and Research,
Nashik
(An Autonomous Institute from A. Y. 2022-23)

Model Answer
End-Sem Examination-I, Winter 2025

Academic Year: 2025-2026 Semester: 111

Name of Programme:MBA Pattern:2024

Name of Course:Marketing 5.0 Course Code:2410614A

Q. .

No. Details

Q.1. | a) Show how different generations interact with technology and develop marketing

strategies for each group in the context of Marketing 5.0.

Ans. Baby Boomers use technology mainly for information, communication, and
convenience. They prefer simple, trustworthy digital platforms. Marketing 5.0
strategies should emphasize easy-to-use interfaces, email marketing, and Al-enabled
customer support that enhances trust and reliability.

Generation X is comfortable with both digital and traditional channels and values
efficiency. They use websites and social media for informed decision-making.
Personalized content, data-driven offers, and seamless omnichannel experiences are
effective strategies for this group.

Millennials are highly engaged with mobile technology, social media, and e-
commerce. They value personalization and social responsibility. Marketing 5.0
strategies should use Al-driven recommendations, social media engagement, and
purpose-driven campaigns to build emotional connections.

Generation Z are digital natives who prefer interactive, fast, and visual content. They
engage with short-form videos and immersive technologies. Marketing 5.0 strategies
should include influencer marketing, Al personalization, gamification, and AR-based
experiences.

Q2.

a)Conduct a digital readiness assessment for any organization and provide
recommendations for a digital transition.

Ans. Organization Chosen: A Traditional Retail Chain

Digital Readiness Assessment:

The organization has a basic digital presence through a static website and limited
social media activity, indicating low to moderate digital maturity. Internal processes
such as inventory management and customer data tracking are largely manual,
resulting in slow decision-making and poor customer insights. Employees show
limited digital skills, and there is no integrated CRM or data analytics system.
Cybersecurity and data governance practices are minimal, posing operational risks.

Recommendations for Digital Transition:
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The organization should implement an integrated digital platform including ERP
and CRM systems to streamline operations and capture customer data. Adoption of
Al-driven analytics can improve demand forecasting and personalized marketing.
Developing omnichannel capabilities such as e-commerce and mobile apps will
enhance customer experience. Employee digital upskilling programs and stronger
cybersecurity measures are essential to support a sustainable digital transition.

Conclusion:

By improving technology infrastructure, skills, and data-driven decision-making, the
organization can enhance its digital readiness and successfully transition into a
competitive digital business.

Q.3.

a)Analyze how different digital touchpoints (website, mobile app, social media,
chatbots) interact to shape the overall customer experience of an online brand.

Ans. The website serves as the primary information and transaction hub. It influences
first impressions through design, navigation, content quality, and ease of checkout. A
well-optimized website builds credibility and supports customer decision-making.

The mobile app enhances convenience and personalization by enabling faster access,
push notifications, loyalty programs, and personalized recommendations. When
integrated with the website, it ensures continuity in user experience across devices.

Social media acts as an engagement and relationship-building platform. It supports
brand awareness, two-way communication, customer reviews, and community
creation. Social media content often drives traffic to websites or apps, linking
discovery with conversion.

Chatbots provide real-time, 24/7 customer support across websites, apps, and social
media. They reduce response time, assist in purchase decisions, and resolve issues
quickly, improving satisfaction and trust.

The interaction among these touchpoints through data integration and omnichannel
consistency ensures seamless transitions for customers. Personalized experiences,
consistent branding, and synchronized communication across platforms lead to a
positive overall customer experience.

An online brand that effectively integrates websites, mobile apps, social media, and
chatbots creates a seamless, personalized, and efficient customer journey, resulting in
higher satisfaction, loyalty, and brand trust.

OR

b) Analyze the impact of personalization and data analytics on customer satisfaction
and loyalty in digital platforms

Ans
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Impact of Personalization and Data Analytics on Customer Satisfaction and Loyalty (Table @ Signupforfree |
Form - 8 Marks)

Effect on Customer Effect on Customer
Aspect Role of Data Analytics Impact of Personalization Satisfaction Loyalty
Customer Analyzes browsing behavior, Uses insights to tailor content Customers feel Builds emotional
Understanding purchase history, and preferences  and offers understood and valued  attachment to the brand
Customer Experience |dentifies pain points and journey  Delivers relevant and timely Enhances convenience  Encourages repeat
0aps EXperiences and ease of use engagement
Decision Making Predicts customer needs and Recommends suitable Reduces effort in Increases repeat purchases
behavior products/services decision-making
Engagement Tracks interaction across Personalizes communication and ~ Improves interaction Strengthens brand
platforms Messages quality connection
Trust & Transparency Monitors data usage pattems Ethical personalization builds Increases confidence in -~ Promotes long-term
trust the platform relationship
Loyalty Programs Measuras customer lifetime value  Offers personalized rewards Increases perceived Enhances retention
value
v
Risk Factors |dentifies data sensitivity Over-personalization risk Privacy concerns may Loss of trust can weaken

c)Analyze the key elements of Digital customer experience with ekampléé: |

Ans. 1. User Interface (Ul) and User Experience (UX)

An intuitive and visually appealing interface improves ease of navigation and reduces
customer effort. For example, Amazon’s simple layout and one-click purchase
enhance convenience and satisfaction.

2. Personalization

Personalized recommendations and content increase relevance and engagement.
Netflix uses data analytics to recommend shows based on viewing history, improving
user satisfaction and retention.

3. Omnichannel Consistency

Consistency across websites, mobile apps, and social media ensures a seamless
experience. Starbucks integrates its mobile app with in-store services, allowing
customers to earn and redeem rewards across channels.

4. Speed and Performance
Fast-loading pages and quick responses are critical in retaining customers. Google
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prioritizes fast page speed, improving usability and reducing bounce rates.

5. Customer Support and Responsiveness
Digital support tools such as chatbots and live chat enhance service availability. Zara
uses chatbots to assist customers with product availability and order tracking.

6. Trust, Privacy, and Security
Secure payment systems and transparent data policies build trust. PayPal ensures
encrypted transactions, increasing customer confidence.

OR

d)Assess and make a customer experience strategy for a product/service using data-
driven marketing and new technological tools.

Ans. Product/Service Chosen: Online Food Delivery Platform

A data-driven customer experience (CX) strategy leverages customer data and
advanced technologies to deliver personalized, seamless, and engaging experiences
across the customer journey.

1. Data Collection and Customer Insights

Collect data from app usage, order history, location, preferences, and feedback. Use
big data analytics to segment customers based on behavior, frequency, and
preferences to understand needs accurately.

2. Personalized Customer Engagement

Apply Al and machine learning to recommend restaurants, cuisines, and offers
based on past orders and time of day. Personalized push notifications and emails
enhance relevance and satisfaction.

3. Omnichannel Experience

Integrate website, mobile app, social media, and voice assistants to ensure consistent
experience. Customers can place orders, track delivery, and receive support
seamlessly across channels.

4. Real-Time Customer Support

Deploy Al-powered chatbots for 24/7 order tracking, issue resolution, and FAQs,
supported by human agents for complex issues, reducing response time and improving
trust.

5. Use of Emerging Technologies
Utilize GPS and loT for real-time delivery tracking, predictive analytics for demand
forecasting, and automation for order confirmation and feedback collection.

6. Feedback and Continuous Improvement
Analyze customer ratings, reviews, and sentiment using text analytics to identify
service gaps and improve operations continuously.
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Q.4

a)Evaluate and Prepare a predictive marketing model for a new product launch and
contextual marketing strategies for personalized customer engagement.
Ans.

Predictive Marketing Model:

o Data Collection: Collect user demographics, app usage, and social media
activity. (Example: Fitbit tracks user workouts and app activity.)

e Segmentation: Categorize users into fitness enthusiasts, casual users, and
tech-savvy users. (Example: Apple Watch segments based on activity level.)

o Behavior Prediction: Al predicts purchase likelihood and preferred features.
(Example: Amazon recommends products based on browsing and purchase
history.)

o Campaign Optimization: Send targeted messages via email, app, and social
media. (Example: Nike sends personalized workout reminders and product
suggestions.)

e Performance Measurement: Track engagement and conversion to refine
campaigns.

Contextual Marketing Strategies:

e Personalized Recommendations: Suggest features or plans based on past
behavior. (Example: Strava recommends challenges based on user activity.)

o Dynamic Emails/Push Notifications: Send location- or time-based offers.
(Example: Starbucks app sends morning discounts nearby.)

o Content Personalization: Provide fitness tips and tutorials tailored to user
profile. (Example: MyFitnessPal delivers nutrition tips based on user goals.)

e Omnichannel Engagement: Ensure consistent experience across app,
website, and social media. (Example: Adidas campaigns are consistent on
website, app, and Instagram.)

e Behavioral Retargeting: Show ads to users who viewed products but didn’t
purchase. (Example: Amazon retargeting reminders for abandoned carts.)

e Predictive Loyalty Programs: Offer rewards based on predicted engagement.
(Example: Nike+ rewards active users with discounts or badges.)

Conclusion:

Using predictive analytics and contextual marketing with examples ensures
personalized, timely, and relevant customer experiences, increasing engagement,
sales, and loyalty.

OR
b)Elaborate the applications of Predictive Marketing with many examples.
Ans. 1. Customer Segmentation and Targeting

Predictive marketing identifies high-value customer segments and targets them with
tailored campaigns.
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Example: Amazon segments customers based on past purchases and browsing
history to suggest products.

Example: Netflix recommends shows based on viewing patterns to retain
users.

2. Personalized Recommendations
Predictive analytics helps suggest products, services, or content relevant to individual
customers.

Example: Spotify creates personalized playlists like “Discover Weekly” using
listening habits.

Example: Sephora recommends makeup products based on past purchases and
preferences.

3. Customer Retention and Churn Prediction
Predictive models identify customers likely to leave and trigger retention strategies.

Example: telecom companies like VVodafone offer discounts or loyalty
rewards to users predicted to churn.

Example: SaaS platforms like Netflix or Zoom analyze user activity to
prevent subscription cancellations.

4. Campaign Optimization
Predictive analytics forecasts which campaigns or messages are likely to succeed.

Example: Coca-Cola uses social media sentiment analysis to optimize ad
placements.

Example: Nike tests which ad creatives appeal most to specific demographics
using Al.

5. Dynamic Pricing and Offers
Predictive tools help optimize pricing and promotions based on demand, seasonality,
and user behavior.

Example: Uber uses predictive pricing (surge pricing) during high-demand
periods.

Example: Amazon adjusts product prices based on competitor pricing and
customer behavior.

6. Product Launch and Inventory Management
Predictive analytics forecasts demand for new products and optimizes inventory.

Example: Zara predicts which clothing styles will be popular in specific
regions.
Example: Apple forecasts iPhone demand for launches to ensure adequate

supply.

7. Cross-Selling and Upselling
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Predictive models suggest complementary products to increase average order value.

o Example: Amazon’s “Frequently Bought Together” and “Customers Also
Bought” recommendations.
e Example: McDonald’s app suggests adding fries or a drink to a burger order.

8. Sentiment Analysis and Customer Feedback
Predictive marketing analyzes reviews and social media to improve products and

services.

o Example: Starbucks uses Al to monitor feedback and adjust menu items
regionally.
o Example: Airbnb tracks host and guest reviews to predict service
improvements.

c)Enlist the Benefits and Use of common Al/ML techniques in Predictive Marketing.

ADnS.

Benefits and Uses of Comman Al/ML Techniques in Predictive Marketing (8 Marks)

Al/ML Technique

Regression Analysis

Classification

Clustering

Decision Trees

Neural Networks / Deep

Learning

Natural Language
Processing (NLP)

OR

Benefits

|dentifies relationships between

variables; predicts outcomes

Categorizes customers or behaviors

into predefined groups

Groups similar data points without

predefined labels

Provides interpretable rules for

decision-making

Captures complex patterns in large

datasets

Analyzes unstructured text data

Use in Predictive Marketing

Farecasts sales, demand, and

customer behavior

Segmenting customers into high-

value, at-risk, or potential buyers

Customer segmentation, behavior

patterns analysis

Helps marketers decide

personalized offers or promotions

Predicts purchase behavior, content

recommendations

Sentiment analysis, social media

monitoring, feedback analysis

@ Sign up for fre

Example r

Predicting which products a customer is

likely to buy next (Amazan)

Identifying customers likely to churn

(telecom companies)

Grouping users with similar browsing

patterns for targeted offers (Netflix)

Determining which discount to offer to

a segment (retail stores)

Spatify "Discover Weekly" playlist

recommendations

Starbucks analyzes customer reviews to

improve service

d)Assess and write a note on Contextual Marketing: Sensing, Triggers, and Real-Time
Responses with examples

Ans. Key Elements:

1. Sensing
o Collects real-time data about customer behavior, location, device,
browsing patterns, or environmental factors.
o Example: Google Maps senses user location and suggests nearby
restaurants or fuel stations.
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2. Triggers
o Defines specific events or conditions that activate marketing actions.
o Example: A push notification from Starbucks triggered when a
customer is near a store, offering a discount.
o Example: An e-commerce website triggers a reminder email when a
customer abandons a shopping cart.
3. Real-Time Responses
o Immediate delivery of relevant content or offers based on sensed data
and triggers.
o Example: Netflix recommends shows instantly based on what the user
is currently watching.
o Example: Amazon dynamically updates “Recommended for You”
products as users browse.

Benefits:

o Enhances customer engagement by providing timely and relevant interactions.
e Increases conversion and sales through personalized, context-aware marketing.
o Builds customer trust and loyalty by addressing individual needs in real time.

Conclusion:

Contextual marketing leverages sensing, triggers, and real-time responses to create
a highly personalized and dynamic customer experience. Brands like Netflix,
Amazon, Google Maps, and Starbucks exemplify successful contextual marketing
in practice.

Q.5.

a) Develop a concept for augmented marketing using virtual reality for an immersive
brand experience and propose agile, ethical, and future-ready marketing strategies for
a campaign.

Ans. Product/Brand: Luxury Travel Agency

1. Concept for Augmented Marketing Using VR

e Immersive Experience: Use Virtual Reality (VR) to offer customers virtual
tours of luxury destinations before booking.

e Interactive Features: Allow users to explore hotels, resorts, and activities in
360° VR environments.

e Personalization: Integrate Al-driven recommendations to highlight
destinations and packages based on user preferences and past travel behavior.

o Gamification: Include interactive challenges or rewards within the VR
experience to increase engagement.

o Example: Marriott Hotels’ VR “Postcards” campaign allows customers to
virtually visit hotels around the world before booking.

2. Agile Marketing Strategies

¢ Rapid Experimentation: Test VR content with small audience segments and
iterate based on engagement metrics.
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o Real-Time Analytics: Use user interaction data from VR experiences to
optimize campaigns.

e Cross-Channel Integration: Seamlessly connect VR experiences with mobile
apps, websites, and social media for consistent messaging.

3. Ethical Marketing Strategies

e Privacy and Data Security: Ensure all VR interactions and personal data are
securely stored and GDPR-compliant.

e Inclusive Design: Create VR experiences accessible to all users, including
those with disabilities.

e Transparent Communication: Clearly disclose promotional content vs.
informational content in VR environments.

4. Future-Ready Marketing Strategies

e Al & Machine Learning Integration: Continuously enhance personalization
based on evolving customer behavior.

e Omnichannel Immersion: Combine VR with AR apps, social media filters,
and live streaming for hybrid experiences.

o Sustainability Messaging: Highlight eco-friendly and socially responsible
travel options within VR content.

OR

b)Propose Strategies for the use of Agile Marketing and Blockchains for
transparent marketing

Ans. 1. Agile Marketing
Agile marketing is a flexible, iterative approach where campaigns are continuously
tested, measured, and optimized based on real-time data.

o Benefits:
o Faster Adaptation: Enables marketers to respond quickly to market
trends and customer feedback.
o Data-Driven Decisions: Uses metrics from campaigns to refine
strategies continuously.
o Customer-Centric: Focuses on delivering relevant content that
resonates with target audiences.
o Example: Spotify uses agile marketing to adjust playlists, notifications, and
promotional campaigns based on user engagement patterns.

2. Blockchain for Transparent Marketing
Blockchain technology provides a secure, decentralized ledger for recording
transactions and data, increasing transparency in marketing operations.

o Benefits:
o Transparency: Brands can demonstrate authenticity in campaigns,
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ensuring claims are verifiable.
o Data Security and Privacy: Protects customer information while
allowing ethical data sharing.
o Fraud Prevention: Reduces ad fraud by tracking impressions and
clicks accurately.
o Example: Unilever uses blockchain to verify ethical sourcing of ingredients
and communicate transparency to consumers.
o Example: IBM Food Trust uses blockchain to show supply chain
transparency, building consumer trust.

3. Combined Impact on Marketing:

e Agile marketing ensures rapid, customer-focused actions, while blockchain
ensures trust and transparency in every interaction.

e Together, they create campaigns that are responsive, credible, and ethically
aligned, enhancing brand reputation and loyalty.

c)Design a humanistic marketing strategy using digital technology to address a social
issue.

Ans. Social Issue: Plastic Pollution,Brand/Organization: Eco-Friendly Consumer
Goods Company.

Strategy Components
a) Awareness and Education

o Digital Platforms: Social media campaigns, interactive websites, and mobile
apps.

o Example: Launch educational videos and infographics on the impact of plastic
pollution.

e Technology: Al-powered content personalization to deliver relevant messages
to different audience segments.

b) Engagement and Participation

o Gamification: Reward users for participating in eco-friendly challenges (e.g.,
plastic-free week).

o Example: App tracks user actions like recycling or reducing plastic use and
awards digital badges.

¢) Community Building

e Social Networks and Forums: Facilitate discussion groups, virtual events,
and online communities focused on sustainability.

o Example: Facebook groups or Instagram live sessions for eco-conscious
consumers.
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d) Ethical and Transparent Practices

e Blockchain: Track and show transparent supply chains of sustainable products
to build trust.
o Example: Users scan QR codes on packaging to verify eco-friendly sourcing.

e) Data-Driven Personalization

o Use analytics to monitor user engagement and tailor campaigns.
o Example: Send personalized tips or product recommendations based on user
behavior and interests.

f) Partnerships and Advocacy

e Collaborate with NGOs, influencers, and eco-friendly startups to amplify
impact digitally.

o Example: Joint campaigns with environmental organizations on Instagram or
YouTube.

OR

d) Design a plan to assess the ethical implications of using consumer data for social
impact marketing.

Ans. 1. Privacy Concerns

e Collecting detailed consumer data can intrude on personal privacy if done
without consent.

o Example: Targeted health campaigns may reveal sensitive personal habits,
potentially exposing consumers to risk if data is leaked.

« Ethical concern: Users must give informed consent, and data collection
should follow privacy laws like GDPR.

2. Data Security

e Storing and processing consumer data introduces risks of breaches or misuse.

e Example: A campaign using location data for environmental awareness could
be exploited if hacked.

« Ethical concern: Brands have a duty to safeguard data to prevent harm to
individuals.

3. Manipulation and Autonomy

« Highly personalized campaigns may influence consumer behavior subtly,
raising questions about autonomy.

o Example: Using Al to nudge people toward sustainable purchases may feel
manipulative if overly targeted.

o Ethical concern: Balance between persuasion for good and respect for
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individual choice.

4. Transparency and Accountability

o Consumers may not know how their data is being used, undermining trust.

o Example: Brands claiming social impact (carbon offsets, donations) must
clearly show data usage and results.

o Ethical concern: Marketing strategies must be transparent and accountable
in data handling and social claims.




