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INSTITUTE OF BANKERS IN MALAWI

CERTIFICATE IN BANKING EXAMINATION
SUBJECT: CUSTOMER SERVICE (IOBM-C102)

Date: Friday, 7th November 2008

Time Allocated: 3 hours (13:30 pm to 16:30 pm) 

INSTRUCTIONS TO CANDIDATES
1 
This paper consists of TWO Sections, A and B.

2 
Section A consists of 4 questions, each question carries 15 marks.

Answer ALL questions.

3 
Section B consists of 4 questions, each question carries 20 marks. Answer ANY TWO questions.
4
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.

5
Begin each paper on a new page
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)
What is ‘Service’ according to Buswell (1984)?


 (2 marks)

(b)
Why must banks know their customers level of expectations? (3 marks)

(c)
It has been argued that most banks in Malawi are still unclear about the role of customer service and how to organise it in order to deliver added – value and enhance profitability.







Explain the characteristics likely to be exhibited by banks as a result of the scenario above?






(10 marks)









(Total 15 marks)
QUESTION 2

(a)
Describe each of the five states of satisfaction to different customers that individual service encounters may produce. 


    (10 marks)

(b)
List the four most important attributes as far as bank customers are concerned according to Dupoy et all (1976) and the impact they have on quality service delivery.





      (5 marks)
(Total 15 Marks)

QUESTION 3

(a)
Define the phrase ‘reference groups’ as it relates to social/cultural factors, Give an example.






      (3 marks)
(b)
In the recent times, banks have publicly made their commitment to the ‘internal customer’ through their corporate values. Detail the role the ‘internal customer’ concept plays in customer service.

   (12 marks)
(Total 15 Marks)

QUESTION 4

What are the three retention-building approaches identified by Berry and Parasuraman that they considered to be beyond the basic strategies for forming strong customer bonds?






    (15 marks)
(Total 15 Marks)
SECTION B
(40 Marks)

Answer ANY TWO questions from this section.
QUESTION 5
You have recently joined one of the local banks as a Customer Service Officer and you have noticed that the bank is fast losing customers through high volumes of accounts being closed and a serious decline in a number of new accounts opened.

Your manager has asked you to write a report for presentation to the Executive on the strategies the bank may pursue to attract and retain customers.

Your report should highlight your recommendations based on the importance of customer attraction and retention.









(Total 20 Marks)

QUESTION 6

(a)
Highlight the difference between controllable as opposed to uncontrollable reasons for customer defection.




      (5 marks)
(b)
Clearly explain the physical factors of excellence that operate in a sequence as a result of linkages between external service and performance and internal strategic instruments.


               (15 marks)








      (Total 20 Marks)
QUESTION 7

Some schools of thought on customer service have argued that employee motivation is ‘a recipe for service standards’.  Explain.

      (Total 20 Marks)
QUESTION 8

There has been a tremendous shift in customer service approach with many service industries, banks alike, insisting and embracing on customer focus approach. However, if banks do not know how good they are at delivering customer service, they may become complacent, inhabiting a self –enacted reality embodying certain undesirable characteristics. 

(a) Explain these undesirable characteristics that need to be avoided if a bank has to truly embrace a customer development process.











     (8 marks)

(b)
Explain the main steps in the customer development process











              (12 marks)





















   (Total 20 Marks)
END OF THE EXAMINATION PAPER
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