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INSTITUTE OF BANKERS IN MALAWI

CERTIFICATE IN BANKING EXAMINATION

SUBJECT:
 CUSTOMER SERVICE (IOBM-C102)
DATE: Saturday 6th October 2007
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 carries 15 marks.
Answer ALL questions.

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

5
DO NOT open this question paper until instructed to do so.
NOTE:
Do not remove this paper from the Examination Hall.
SECTION A:
(60 Marks)
Answer ALL questions in this Section.
QUESTION: 1
(a)
How does the concept of “internal customer” borrow from the concept of external customer?





                 (5 marks)

(b) Using illustrations, explain how the “Internal Customer” concept approach might be used in banking?




               (10 marks)
    (Total 15 marks)
QUESTION: 2
(a)
Discuss five variables that determine service quality?
               (10 marks)

(b) Explain the relevance of the SERVQUAL in the evaluation of service quality of an organization?




                 (5 marks)

(Total 15 marks)
QUESTION: 3
(a) Discuss popular strategies for customer retention?

    (10 marks)
(b) Customer Service and Customer Care proponents or advocates argue that “customer complaints are effectively opportunities for the organization and should therefore be looked at and handled with positivity”.

(i) How are complaints viewed as opportunities?

  (2 ½ marks)

(ii)
How would you go about converting complaints into opportunities in a banking environment?





  (2 ½ marks)

    (Total 15 marks)

QUESTION: 4
Malawi would definitely be classified as a “High Context Culture Country” according to the Context Culture Theory.  Given the foregoing conclusion, how would you formulate your communication strategies in a bank for effectiveness?





         


    (15 marks)










   (Total 15 marks)

PTO FOR SECTION B

SECTION B (40 Marks)
Answer any TWO questions from this Section.
QUESTION: 5
(a)
What are the rights and duties of a customer to a bank?
      (5 marks)
(b) Discuss what rights and duties a banker should have towards a customer on customer service and exceptions if any.

               (15 marks)
  (Total 20 marks)

QUESTION: 6
(a)
Why do you think there has been an increased demand in service delivery systems over the past five years?



               (12 marks)

(b) Illustrate with aid of a diagram the necessity for corporate integration in the key phases for service delivery.



      (8 marks)










    (Total 20 marks)

QUESTION: 7
(a)
Identify two main reasons why Ted Johns created a model for customer service?











(5 marks)

(b)
Explain Reichheld’s service profile cycle?

               (15 marks)










  (Total 20 marks)
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