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QUESTION 1

“Character plays a vital role in developing interaction with other colleagues or guests in general.
The ways in which we carry ourselves and our level of emotional intelligence can make or break your

service delivery”.

In reference to this statement, and as a customer service personnel evaluate your character and

discuss how it is likely to affect others, and how the character of others will affect you in the process

of service delivery. 20 marks
QUESTION 2
Discuss the do’s and don’ts of handling customer complaints. 20 marks
QUESTION 3

Describe how the characteristics of service operations (Presence of the customer, simultaneity,

perishability, intangibility, heterogeneity) can be related to Air Namibia. 20 marks

QUESTION 4

Identify and briefly explain five of the seven expectations of hospitality customers.  (5x4) =20 marks

QUESTION 5

Analyse the stages of the communication cycle and the likely problems that can occur to deter

effective communication. 20 marks



