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Section A

Answer all questions in this section – 24 marks.

1. Identify three different types of customers who may need special assistance.

...........................................................................................................................................................

...........................................................................................................................................................

...........................................................................................................................................................
(3 marks)

2. Give two reasons why a customer may have low expectations about service. 

...........................................................................................................................................................

...........................................................................................................................................................
(2 marks)

3. Briefly state what is meant by ‘customer satisfaction’.

...........................................................................................................................................................
(1 mark)

4. a) Identify one body language signal that indicates a customer is satisfied.

...........................................................................................................................................................
(1 mark)

b) State how a customer might feel if the customer service deliverer does not make eye contact.

...........................................................................................................................................................
(1 mark)

5. Identify two reasons why it would be more appropriate to write to a customer than use the
telephone.

...........................................................................................................................................................

...........................................................................................................................................................
(2 marks)

6. Name two types of question that are used to extract maximum information from a customer.

...........................................................................................................................................................

...........................................................................................................................................................
(2 marks)

7.  State two outcomes for an organisation if it does not provide the service it has promised.
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8. Identify a different reason for not giving out each of the following customer details to others.

Address.

  ..........................................................................................................................................................

Financial details. 

  ..........................................................................................................................................................
(2 marks)

9. Identify two types of customer request that should be referred to a supervisor.

...........................................................................................................................................................

...........................................................................................................................................................
(2 marks)

10. State the reason for recording each of the following when dealing with a customer’s request for
information:

Telephone number.

...........................................................................................................................................................

Details of the request.

...........................................................................................................................................................
(2 marks)

11. Give two reasons customers might complain about the staff in an organisation.

...........................................................................................................................................................

...........................................................................................................................................................
(2 marks)

12. Identify two ways a customer service deliverer can deal effectively with a customer complaint.

...........................................................................................................................................................
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(2 marks)
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Section B

Answer all questions in this section – 16 marks.

Scenario

You work for FasterFones, an online supplier of mobile cell phones. You have the following tasks:

• fill in a customer complaint form
• write an email.

  
Question 1 – 8 marks

The following message is on the office telephone answering machine when you arrive at work this
morning. Complete the complaint form with the details. A postage label will need to be emailed to the
customer for the return of the faulty goods and a replacement phone ordered for her. The Dispatch 
Department should also be informed of the incident.

FASTERFONES CUSTOMER COMPLAINT FORM

www.fasterfones.com

Customer Information Complaint Information

Customer Name
Complaint
Taken by

Customer
Contact

Complaint
Date

Order No
Product
Description

Complaint:

Action:

Hello, this is Evelyn Ansah. The Sokia
K9 telephone I ordered has just been
delivered and when I opened it there
was no charging unit and the phone
screen seems to be cracked. My order
number is 1445 – please can you
email me on eve.ansah@mymail.com
to let me know what I need to do?  
Thank you.
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Question 2 – 8 marks

Using the email form below and the information given in Question 1, write to the customer to apologise 
and to advise her of what action is to be taken to correct the situation. Let her know that the complaint 
can be tracked via the website. You are authorised to make a small offer of compensation. 

         End of examination
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