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QUESTION 1 (4 x 5 = 20 marks) 

In reference to this term, Customer Service Excellence. Discuss the principles and the importance of 

excellent customer service in the tourism industry. 

QUESTION 2 (10 x 2= 20 marks) 

Customers are an important asset to the organization and employees should be encouraged to 

retain and exceed customer expectations 

Elaborate different ways that can be used by the organization to empower employees to provide 

excellent service to customers 

QUESTION 3 (10 x2 =20 marks) 

Discuss how loyalty programmes can be used by companies like Fly Namibia and Hilton to retain 

customers? 

QUESTION 4 (Sx4 =20 marks) 

Identify and briefly explain five of the seven expectations of hospitality customers. 

QUESTION 5 (10 x2) = 20 marks) 

Discuss the importance of teamwork in delivering excellent customer service in the tourism Industry 
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