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SECTION A - (20 MARKS)

Answer all questions in this section

Question One

(a) Define customer care. (02 marks)
(b) List two roles of a Front Desk Officer. (02 marks)
(c) State two best practices when putting a caller on hold. (02 marks)
(d) Identify two items that are put at a reception to improve customer handling.

(02 marks)
(e) Outline two indicators of a satisfied customer for your services. (02 marks)
(f)  State two ways of identifying loyal customers to your business. (02 marks)
(g) Definea complaint as applied in customer care. (04 marks)
(h) State two advantages of having positive relations with customers- (02 marks)
(i)  List two factors in the organization that will be used in delivering best services.

(02 marks)

SECTION B - (80 MARKS)
Answer only four questions from this section

Question Two
(@) Explain five indicators of poor customer services provided by an organization.

(10 marks)

(b) Discuss five factors that could lead to poor customer services in organizations.
(10 marks)

Question Three
Leikom Telecom receives a number of telephone inquiries from its clients and has therefore,

had to employ a number of personnel to handle the much work load.

(@) With examples, explain five telephone etiquette that the above company expects of
its employees. (10 marks)
(b) Explain five ways through which employees of the company can effectively

communicate over the phone. (10 marks)



Question Four
(a) Explain five types of customers that companies expect in their businesses.

(10 marks)

(b) Discuss five strategies that companies can use to improve the services. (10 marks)

Question Five
(a) Explain five ways in which companies can acquire customers. (10 marks)

(b) Identify five techniques that companies can use to retain their customers. (10 marks)

Question Six
The Sales Manager of an electronics shop was advised by a visiting researcher to find better

ways of offering services to their customers. He was resistant but wanted you to advise him;

(a) Identify five ways of implementing the above advice. (10 marks)
(b) Discuss five benefits that the shop will derive from implementing the advise.
(10 marks)

Question Seven
Organizations are yearning to improve customer relationship management to increase on

their performance. As a student of customer care;

(a) Explain five areas that can impact on the implementation of the above. (10 marks)

(b)  Discuss five different ways which customer care can benefit the organization.
(10 marks)
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