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INSTRUCTION: Answer ALL Questions.

(Total: 100 Marks)

SECTION A (Total: 50 marks)

Question 1

(a) Define what a “Service Breakdown” is.
(3 marks}

(b) Identify 5 (FIVE) strategies for preventing customer dissatisfaction and problem
solving.

(10 marks)

{(c) Explain 5 (FIVE) typical customer expectation toward people.
{10 marks)

(d) Identify 5 (FIVE) steps of the problem-solving model in service breakdown and

recovery.
(10 marks)
Question 2
(a) tdentify 5 (FIVE) key factors that impact the cultural values.
(5 marks)

(b) Differentiate the concept of time between “Monochronic” and “Polychronic”.

(8 marks)

(c) Define key steps in technology etiquette and strategies via email.
(4 marks)
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SECTION B (Total: 50 marks)
INSTRUCTION: Answer ALL questions.
Question 3

Ultimately, successful service is delivered through effective communication skills, positive
attitude, patience, and a willingness to help the customer. You may think of difficult customer
contacts as those in which you have fo deal with negative, angry, demanding, or aggressive
people. These are just a few of the types of potentially difficult interactions that you may

encounter as a service representative.

From the case study above, answer the following questions:

a} List 5 (FIVE) types of difficult customers.
' (10 Marks)

b} Discuss FIVE (5) key factors relate to the talkative customer and stategies dealing
with them.
(10 Marks)

Question 4

You are a customer service representative for a telecommunications company. A customer
calls to complain about their recent bill, which is unexpectedly high. They are frustrated and
impatient, and they want an immediate explanation. How should you handle this call
professionally {o ensure effective communication and a positive customer experience? What

are the key points from the chapter that you should keep in mind during this interaction?

a)  Discuss 5 (FIVE) key efffective communication method during this interaction.
(10 Marks)

b) Identify 5 (FIVE) steps process in order to serve customers when problem arise or
things do not go as expected.
(10 Marks)
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Question 5

Sarah has been a customer of a local boutique for several years. Every time she visits, the
staff remembers her preferences, greets her warmly, and offers personalized suggestions.
When new products arrive, she receives a friendly notification from the store. Because of this
consistent, attentive service, Sarah not only makes regular purchases but also recommends
the boutique to her friends and family, choosing it over competitors even when similar products

are available elsewhere.

a) ldentify 5 (FIVE) charateristics affecting customer loyalty.
{10 Marks)

END OF EXAMINATION PAPER
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