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INSTRUCTIONS  

1. This paper has six (6) questions 

2. Answer question one (1) and any other three (3) 

3. Each question carries 25 marks 

4. Start each question on a new page 
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1. Discuss any 5 rules for effective service communication in an organization of your 

choice.                                                                                                                    (25)  

 

 

2. Citing examples, evaluate the importance of customer expectations to any 

organization of your choice.                  (25)                                                                                                                                                                                                                                                   

 

 

3. Examine any 5 key elements of a customer service strategy in an organisation of your 

choice.                      (25)                                                                                                                     

                                                                     

 

4. Citing a specific organisation of your choice, discuss any 5 external factors that 

influence its provision of customer care.                                                              (25)  

 

 

5. Assess the role played by customer care management in an organization.      (25)  

 

6. Citing examples, explain the importance of quality and customer care to an 

organization.                   (25)                                                                                                      

                                                                                                                                 

  

End of Paper 

 


