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QUESTION 1

a) Whatis a customer? 3 marks

b) Describe customer service. (2x2) = 4 marks

c) List the different types of communication that we get in an organisation. 5 marks
QUESTION 2

First impressions count. You only get one chance. How do you create a positive first impression when

providing customer service? 10 marks
QUESTION 3
Explain the five Dimensions of service quality. (5 x 2) =10 marks
QUESTION 4
Describe three phases of Customer relationship management (CRM). (3 x 2) = 6 marks
QUESTION 5

Customer relationship management consists of four elements. List and describe these elements.
(4 x 2) = 8 marks

QUESTION 6
a) What is stress? 2 marks
b) Explain the changes that can cause stress in the workplace? (5 x 2) = 10 marks
QUESTION 7
How can employers avoid stress in the workplace. (5 x 2) =10 marks
QUESTION 8
a) List 3 types of crises. 3 marks

b) Describe and give examples of the types of crises mentioned in the answer above in a)
(3 x3) =9 marks



QUESTION 9

Explain the benefits and drawbacks/disadvantages of empowering staff/ employees to deliver good
service. (10 x 2) = 20 marks
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