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Section A

Answer all questions in this section — 36 Marks

1.

a) Identify two benefits to an organisation of giving good customer service.

b) Identify one benefit to a customer service deliverer of giving good customer
service.

State one type of organisation and give an example of one of its internal customers

and one of its external customers.

State three benefits of allowing staff to experience the product/ services offered by
the organisation.

code.

(2 marks)

(1 mark)

(3 marks)

(3 marks)

(4 marks)

(2 marks)



State an appropriate way of communicating with customers with the following (3 marks)
needs:

Confused about what they want:

Sight impaired:

State three customer expectations on going to a restaurant. (3 marks)
List three techniques for communicating with a customer who is angry and abusive. (3 marks)
Identify three reasons a customer may choose one service organisation rather than (3 marks)
another.



10. List three things an organisation can do to encourage a customer to return. (3 marks)

11. Describe three methods that could be used to ensure service providers can handle (3 marks)
complaints effectively.

12. State one purpose of each of the following: (3 marks)

Customer Charter:

(Total 36 Marks)

End of Examination



