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QUESTION 1
a) Explain the term customer. (4 marks)
b) Analyse the statement, “A customer is always right”. (4 marks)
c) Suggest why companies should satisfy the needs of employees.

(12 marks)
QUESTION 2
a) Identify and explain any five (5) causes of customer complaints in

business. (10 marks)

b) Examine any five (5) ripple effects of having a dissatisfied customer.

(10 marks)
QUESTION 3
a) Define customer loyalty. (5 marks)
b) Examine any five (5) factors that influence customer loyalty. (15 marks)
QUESTION 4
a) Examine any five (5) benefits of good customers care. (10 marks)
b) Enumerate the ten (10) tips of good customer care. (10 marks)
QUESTION 5
a) Explain any four (4) benefits of maintaining a good brand reputation.

(8 marks)
b) Briefly examine the importance of customer feedback. (12 marks)
QUESTION 6
a) Outline any five (5) characteristics of good customer service personnel.

(10 marks)
b) Evaluate any five (5) strategies for service recovery. (10 marks)
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QUESTION 7

a) Identify and explain any five (5) retention strategies that a hotel can
adopt for its survival. (10 marks)

b) Outline any five (5) organisational behaviour that convey cluilture of good
customer service. (10 marks)
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