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SECTION A: (40 MARKS) 

Answer all the questions 

1. An organization has acquired a computerized customer relationship management system. 

Outline FOUR benefits of acquiring the system.                                               (4 marks) 

2. Customer satisfaction is of great essence to a business. Highlight FOUR ways of enhancing 

customer loyalty.                                                                                                      (4 marks) 

3. Health and safety considerations should be put in place in a retail outlet to enhance 

customer satisfaction. State FOUR of health and safety considerations                (4 marks) 

4. List FOUR ways through which an organization can achieve a good reputation. (4 marks) 

5. Outline FOUR benefits of managing customer expectations.                               (4 marks) 

6. Customer care training equips the employees with the necessary skills to aid them in 

managing the customers. Highlight FOUR components of a customer care training plan. 

                                                             (4 marks) 

7. Apart from the customer’s name and contact details, state FOUR other pieces of 

information that must be recorded when they are complaining about a product or service.  

                                (4 marks) 

8. Highlight FOUR benefits of engaging customers through social media platforms. 

                                                                                                                                      (4 marks) 

9. Outline FOUR communication channels between staff and customers.                                                            

                                            (4 marks) 

10. A customer care representative has been receiving complaints from customers. List FOUR 

likely causes of the complaints.                                                                             (4 marks)                                              

 

 

 

 

 

 

 

 


