

[image: image1.jpg]



INSTITUTE OF BANKERS IN MALAWI

CERTIFICATE IN BANKING EXAMINATION

SUBJECT: CUSTOMER SERVICE (IOBM-C102)
Date: Thursday 1st May 2008

Time Allocated: 3 hours (13.30 to 16.30 pm)

INSTRUCTIONS TO CANDIDATES

1
Read the instructions on the cover of the answer book.
2
This paper consists of TWO Sections, A and B.
3
Section A consists of 4 questions, each question carries 15 marks. 


Answer ALL questions.
4
Section B consists of 4 questions, each question carries 20 marks. Answer ANY TWO questions.
5
You will be allowed 10 minutes to go through the paper before the start of the examination, when you may write on this paper but not in the answer book.

6
DO NOT open this question paper until instructed to do so.

SECTION A 
(60 Marks)

Answer ALL questions from this section.
QUESTION 1

(a)  
Give five (5) reasons why companies may lose customers.
 (5 marks)
(b) 
Swan and Combs (1976) found that customer satisfaction with product performance is related to the evaluation of two types of performance.  
Explain the two (2) types of performance.


(4 marks)
(c) 
Outline the three (3) ways in which customer loyalty may be promoted, achieved and enhanced.





 (6 marks)
(Total 15 Marks)
QUESTION 2

Discuss and distinguish between the competitive school and the customer satisfaction school on customer care and service quality.
          (10 marks)
Describe the three (3) pillars contained in the third dimension of Ted John’s Model for Customer Service excellence.



 
 (5 marks)



(Total 15 Marks)
QUESTION 3
(a) Give any nine (9) reasons why a customer would become so dissatisfied with a bank’s service that he would transfer all his accounts to another bank.  






 (9 marks)
(b) Explain which techniques are available to deal effectively with difficult customers.







 (6 marks)
(Total 15 Marks)
QUESTION 4

You have been asked to make a recommendation to your management on how your organisation can achieve improvement in service quality and internal customer relationship.  
Prepare a report to your manager detailing your recommended approach.




 

       (Total 15 Marks)
SECTION B
(40 Marks)

Answer ANY TWO questions from this section.
QUESTION 5

(a) 
Detail the importance of customer service standards.
          (10 marks)
(b) 
Some schools of thought on customer service have argued that employee motivation is a ‘recipe for service standards”. Discuss.








          (10 marks)
      







          (Total 20 Marks)

QUESTION 6

(a) 
The aim of customer relationship management is to produce high customer equity.  What do you understand by customer equity?  
(2 marks)

(b) 
Clearly distinguish the three (3) drivers of customer equity.  (18 marks)








(Total 20 Marks)
QUESTION 7
(a) Define what you understand by the term “culture” and why it is so difficult to define.






(5 marks)
(b) Why is it important to understand culture in the context of customer service?






          (15 marks)

(Total 20 Marks)
QUESTION 8

You have recently been assigned to the customer information desk (enquiries) and you observe that 7 out of 10 enquiries are in fact complaints.  You have brought this to the attention of your Branch Manager who has subsequently asked you to prepare a paper to be presented to your colleagues within the branch (service centre) for them to appreciate the importance of complaints and complaint resolution.  
Your presentation will be titled ‘Complaints and Complaint Resolution’.  Summarise the main points to be included in the presentation.



 



  

(Total 20 Marks)
END OF QUESTION PAPER
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