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Riara School of Business
Nurturing business innovators
MAY– AUGUST 2024 TRIMESTER
EXAMINATION FOR BACHELOR OF BUSINESS ADMINISTRATION
DAY PROGRAMME
RMK 307: CUSTOMER CARE AND RELATIONSHIP MARKETING 

DATE:	 6th AUGUSTT 2024							TIME: 2 HOURS 

[bookmark: _GoBack]GENERAL INSTRUCTIONS:
Students are NOT permitted to write on the examination question paper during examination time.
This is a closed-book examination. Therefore, textbooks/Reference books/notes are not 
permitted. 
SPECIAL INSTRUCTIONS 
1. Write your REGISTRATION NO. Clearly on the answer booklet(s). 
2. Answer Question One and ANY other TWO questions.
3. Questions in all sections should be answered in answer booklet(s) 
4. PLEASE start the answer to EACH question on a NEW PAGE.
5. For the questions, write the number of the question on the answer booklet(s) in the order you answered.
6. Write on both sides of each leaf and indicate number of each question at the top of each page.
7. Write the answers in a paragraph form unless stated otherwise. 
8. Marks allocated to each question are shown at the end of the question. 
9. All rough work must be done on the answer booklet and crossed through!
10. Use supplementary pages only when you have exhausted those in this book
11. Fasten the supplementary pages to the inside back cover of this booklet

QUESTION ONE: COMPULSORY (30 MARKS)
Study the case below, then respond to the questions that follow:-
Part one
It is a rather quiet Monday morning. Everything in your work area seems to be in order. You have been at your job for some time now, and you generally know
what to expect. You know the questions customers will ask before they even open their mouths, and usually you know the answers.
Today you feel quite ready to handle any tough problem or challenging customer who might come along. ‘Emotionally prepared’ is how you describe yourself. As you scan your work area, you say to yourself,
‘This is too good to be true. Any minute now it’ll get busy. But I’m ready’. Pouring yourself a cup of coffee, you settle into your chair and begin to look through the mail in your in-box, and then…
Part two
Within minutes your calm, quiet morning erupts into a blaze of activity: The telephone rings. It is a colleague who wants to transfer a call from a customer who has been having problems with his invoicing. Able as you are to answer virtually any billing question, you accept the call, only to discover that the customer’s account is handled by another office, not your own. You cannot answer the customer’s question, and he is irate at having been transferred twice already.
While you are on the phone with him, another colleague rushes into pick up a report he left in your in-box last week. You glanced at it briefly on Friday and noted that it required your review and input, but, since it was not due back until today, you put it aside. Your colleague now tells you that your manager needs the report back for a presentation this afternoon. Rolling your eyes as the customer on the telephone continues to complain, you point your colleague to a chair and begin to shuffle through your in-box in search of the report.
The other telephone line starts ringing. No one else in your area is picking up the call, so you put the irate customer on hold and pick up the new call yourself. It is a regular customer looking to verify some status information quickly. Turning to your computer screen to access her information, you find a blinking message that tells you the network has been down for the past 15 minutes.
As you apologize to the customer and explain that you are unable to access the information she needs, you notice that the other, irate customer has hung up and that your colleague is halfway down the hall on his way to your manager’s office with the unreviewed report in his hand.
a) In reference to the above case study, Describe FIVE things that the organization would have done to keep their customers happy, satisfied and therefore repeat customers?           											(12 marks)	                                                                                                                             
b) In reference to the case above, Explain FOUR ways in which customer service staff may contribute to poor service delivery.                                                                 (8 marks)                                                                                                               
c) Using the customer interaction cycle as a reference (Draw diagram), describe FIVE ways the stages in the cycle can be an added advantage to the management to retain the old customers before trying to lure more clients.                       			(12 marks)                                          
QUESTION TWO
a) ‘It costs six times more to get a new customer than retaining a new customer’. Using example organizations, illustrate FIVE reasons as to why you defected from that particular organization.                						(10 marks)                                                                                     
b) Evaluate FIVE ethical behaviors a customer care attendant may demonstrate while serving customers                               					(10 marks)                                                                                       
c) 
QUESTION THREE 
a) To deliver excellent customer service, managers must get of their traditional view of the Business and come up with innovative ways to handle customers that resonate with customers. In reference to this statement, discuss FIVE differences between a transactional marketing and relationship marketing.                      		(10 marks)                                                                       
b) Using relevant personal examples, illustrate FIVE ways in which businesses make customers feel special?             						(10 marks)                                                                                                                                                                                                                  
QUESTION FOUR
a) Relationship marketing draws attention to the importance of retaining as well as attracting customers, with emphasis being placed with development of long-term relationships with customers. The primary goal is to build and maintain a base of committed customers who are profitable to the organization. Critically evaluate this statement using FIVE examples to support your answer    			(10 marks)                                                                                                               

b) Using an organization of your choice, illustrate FIVE ways technology has been used to deliver a seamless experience to enrich customer experience and make their communication with representatives more efficient.                 		(10 marks)                                                             			
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