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QUESTION 1 

The quality of medical care is a main concern for medical practitioners and patients alike. 

Although there is a large consensus among medical practitioners that the quality of medical 

service needs to be assured, if not improved, there is much less agreement on how this goal is 

to be achieved. By means of the Service Gap model, demonstrate how medical practitioners 

could assure or improve the level of medical services they provide. (25) 

QUESTION 2 

Leadership is critical in customer care provision it has been described as "a process of social 

influence in which one person can enlist the aid and support of others in the accomplishment of 

acommon task". Discuss Leadership in the context of Situational Leadership and suggest how 

Namibian service providers could improve service delivery through Situational Leadership. 

(25) 

QUESTION 3 

The service economy in which we live today necessitates a service mind set. New technologies 

are being used to advance Customer Relationship Management (CRM) activities. As a CRM 

consultant, discuss any 4 (four) types of call/contact centres available and their importance to 

both retailers and consumers. 

(25) 
QUESTION 4 

Your organisation is planning to introduce a new Customer Complaints Management (CPM) 

system with the aim of improving customer feedback. With practical examples, make use of the 

RADAR Logic framework of the European Foundation for Quality Management as a planning 

tool for the new CPM system. (25) 
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