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Section A — 24 marks

Answer all questions in this section.

1.

Describe what is meant by an

o )11 CT 1 F= Lo 1= o] 1=

(1 mark)
D) eXternal CUSIOMEN. ... e e e e e e e e e e e e

(1 mark)
Give one example of a request from an
Q) INtEINAl CUSIOMIBT. ...\ e e e e e e e e e e e e e e

(2 mark)
D) external CUSIOMEN..... ... e e e

(2 mark)
Identify two expectations when a customer first enters a shop.

(2 marks)

Identify two positive hon-verbal signals that could be used to show interest, when dealing with a
customer.

(2 marks)

Identify two negative non-verbal signals that might show disinterest when dealing with a
customer.

(2 marks)
There are a number of ways of communicating with customers.
a) State one verbal method that could be used to communicate with customers.
(1 mark)
b) State one non-verbal method that could be used to communicate with customers.
(1 mark)
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7.

10.

11.

12.

Indicate which of the following pieces of information are confidential by inputting ‘yes’ or ‘no’ in
the table below.

Information Confidential (yes or no)

Customer telephone number

Date of delivery of customer’s laptop

Name of salesperson

Number on customer’s credit card

(4 marks)
State one source of information which would help to deal with a customer query
(1 mark)
Give one feature of an electric toaster which is “fit for purpose’.
(1 mark)
State two guidelines for dealing with a difficult and angry customer
(2 marks)
State two examples of a customer complaint.
(2 marks)
Identify two pieces of information that should be recorded in a customer complaint log.
(2 marks)

(Total 24 marks)
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SECTION B — 16 marks

Sample 1

You work as a junior sales assistant for Priti Patel, The Senior Customer Services Advisor. You are
spending today on the Customer Service desk and you have the following tasks to complete:

e Write an emalil
e Draft an in-store notice

o Create a list of questions to help an undecided customer

1. You have received the following email from customer, John Petersham. You have been unable
to find the information required. Use the flow chart to identify your next course of action and use
the blank email over the page and contacts information below to follow up the enquiry.

e Ta...
el e,

Subject:

1= =1

infoimpcPerfect. com

A1 Mokebook 493941

|8, | Arial

v11vgﬂ'auv|lslfg||%

Flease canyou tell me if it is possible to have extra USE ports.
ladded to the above laptop and if so what the costis.

John Eetersham

Full Mame:
Job Title:
E-mail:

Jones, Jim
Full Marne:
Job Title:
E-rnail;

Lui, Lin
Full Marne:
Job Title:
E-rnail;

Patel, Priti
Full Marne:
Job Title:
E-rnail;

Dell, Trinny

Trinrey Dell
Purchase Manager
tdelli@pcPerfect, com

Jirn Jones
Managing Direckar
jiones@pcPerfect, com

Lin Lui
Sales Executive
[lui@pcPerfect,com

Priti Pakel
Senior Customer Services A,
ppatel@pcPerfect, com
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E® Untitled Message

: File Edit Wisw Inserk Forrak Tools Table window Help

P - |oa B |=d B | w | P3| 5] options... = | HTML -

1Ll To... |

(Ll ... |

Subjeck:

= = W e i A e n == == ;= = =)

(6 marks)

2. The PC Verso desk has not been selling in black. You have been asked to draft the wording for an
in-store notice to try to sell the remaining stock at half price. Use the space below to draft a notice
outlining its features and don't forget to include the offer price.

PC Verso desk with pull-
out keyboard shelf. On
castors; available in black or

pine effect. £60.00
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3. A customer has approached you for advice on buying a computer desk and is unsure how
to select from the range available. List three questions to ask in order to help him decide
which desk to buy.

(6 marks)
(Total 16 marks)
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