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WRITTEN ASSESSMENT

INSTRUCTIONS TO CANDIDATE
Time allocated: THREE (3) Hours.
This paper has two sections A and B. Attempt questions in each section as per instructions given in the section.
You are provided with a separate answer booklet.
Marks for each question are indicated in the brackets.
Do not write on the question paper.


This paper consists 4 printed pages
Candidates should check to ascertain that all pages are printed as indicated and that no questions are missing
SECTION A (40 MARKS)
ANSWER ALL QUESTIONS IN THIS SECTION 
1. Define the following terms:
a) Customer outreach.							(2 marks)
b) Benchmarking.                                                                                   	(2 marks)
c) Customer satisfaction							(2 marks)
2. Nairobi Printers intends to hold a workshop on customer outreach. Explain FOUR benefits that may be derived from such an activity.                                          (4 marks)
3. Highlight FOUR ways in which good quality assurance standards will benefit an organization.									(4 marks)

4. State FOUR risks associated with outsourcing services in an organization.        (4 marks)
5.   (i)      Define virtual support system.                                                                  (2 marks)
       (ii)      Highlight the importance of a virtual support platform.                           (2 marks)

6. The Quality Management Systems (QMS) is normally reviewed to accommodate changes in the ISO standards. Identify FIVE factors that cause changes in the QMS.
(5 marks)   
7. During a staff meeting at Citadel K. limited, one of the attendants proposed for a bench marking exercise. Highlight FIVE ways in which this activity will be beneficial to the organization.                                                                                                         (5 marks)

8. Identify FOUR ways in which an organization can improve customer satisfaction. 
(4 marks)
9. Outline FOUR Functions of Kenya Bureau of Standards (KeBs)		(4 Marks)


SECTION B (60 MARKS)

QUESTION 10 IS COMPULSORY, ANSWER ANY OTHER TWO QUESTIONS
Question 10
Carlos a company messenger was sent to buy office supplies at Chukua store. When Carlos reached there he waited for a longer period before being served. The salesperson was very slow and not interactive. Carlos asked him what the issue was, but the salesman refused to talk and continued packaging the stuff. The store looked disorganized which prompted Carlos to ask if he could be served by other staff.
He tried to enquire on some availability of the office supplies and the sales person directed him to another retail store in a harsh tone that, showed dissatisfaction with the work that he was doing. Carlos went back and opted not to return to that store again.
a) From the case study above, explain FIVE reasons that may demotivate Carlos from making a future purchase in the store. 							(10 marks)
b) As the manager of Chukua Company, highlight FIVE ways in which you may reward a sales person for good performance. 						(10 marks).
Question 11
a) Explain FIVE advantages of conducting a customer satisfaction survey for a business organization.									(10 marks) 
b) Describe FIVE strategies that a company can use to achieve a competitive edge. (10 marks)
Question 12
a) RGB Sign Company limited intends to develop a new product. Describe the stages that the company may follow to carry out that exercise.						(12 marks)
b) A business opportunity is an opening in the environment that when exploited can create economic value.  Explain FOUR indicators of a good business opportunity.			(8marks)
Question 13
a) Kwetu College intends to outsource students catering services.  Explain FIVE factors that the management may consider when choosing the right service provider.
(10 marks)
b) Describe FIVE strategies that an organization may use to increase brand awareness.
(10 marks)
Question 14
a) Many organizations today are conducting meetings using online platforms.  Explain FIVE challenges that such organizations may face. 					(10 marks)
b) Explain FIVE ways in which Customer Relationship Management (CRM) can benefit a business 
(10 marks)
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