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JARAMOGI  OGINGA ODINGA  UNIVERSITY  OF  SCIENCE AND  TECHNOLOGY
SCHOOL OF  BUSINESS  AND  ECONOMICS
UNIVERSITY EXAMINATION FOR  THE  DIPLOMA  IN BUSINESS MANAGEMENT  
YEAR TWO, SECOND SEMESTER 2024/2025 ACADEMIC YEAR
 COURSE CODE:  BBM 2217 	          UNIT NAME:  CUSTOMER SERVICE  MANAGEMENT 
 TIME:  2 HOURS                                      VENUE  : 
 Instructions   
1. Question  paper  consists  of  two  sections  A  and  B 
2. Answer  all  questions  in  section  A  and  three  questions  in  section  B 
2. Candidates  are  advised  not  to  write  on  the  question  paper 
3. Candidates  must  hand  in  their  answer  booklets  to  the  invigilator  while  in  the  examination 











 SECTION A 
 Instruction 
 Answer  all  questions 
 This  section  contains  40  marks. 
1. There  are  various  virtual  platforms  that  organizations  use  to  reach  their  customers.  Identify customer virtual platforms.                 	                        					        (4  Marks) 
2. Organizations  should  be  ISO  certified  to  guarantee  quality  of  their  products.  Give  four  steps  of  ISO  certification                                                                      				         (4  Marks) 
3. .  For  organizations  to  stay  competitive  in  the  market  they  should  continuously  innovate  their  product.  State FOUR business innovation  strategies.                                               (4  Marks) 
4. Customer  relationship  management  CRM  systems  should  be  well  managed  to  ensure  all  customer  needs  are  catered  for,  highlight  four  characteristics  of  a  good  CRM                                                                                                                  
                                                                                                                                                               (4  Marks) 
5. Quality  management  systems  (  QMS)  ensures  quality  is  maintained  at  every  stage.  State FOUR quality management requirements.                                                                            (4  Marks) 
6. Customer  queues  may  sometimes  become  large  and  need  to  be  properly  managed.  State FOUR ways of managing  customer  service  queues.                                                        ( 4 Marks) 
7. Brands  must  consider  key  factors  while  reversing  a  customer  experience  strategy.  Outline  FOUR  key  factors  that  brands  should  consider,                                                          ( 4  Marks) 
8. Quality  management  systems  entails  various  activities  during  implementation  and  monitoring  of  the  system.  List FOUR such activities.                                                    (4  Marks) 
9. Customer  service  organizations  use  different  question  types  to  find  out  how  they  are  performing  in  the  market.  Give  FOUR  question  types  that  can  be  used  by  customer  service  organizations  to  get  feedback  from  their  customers. 
                                                                                                                                           (4 Marks) 
10. It  is  the  government  requirement  that  all  organizations  should  be  ISO  certified.  State FOUR benefits of ISO 9001 certification.                                                                       (4  Marks) 
 SECTION  B 
 This section  contains  60  marks 
 Answer  question  11  and  any  other  2 
 Customer  service  is  a  critical  component  of  any  business,  serving  as  the  frontline  interaction  between  a  company  and  its  customers.  It  encompasses  a  wide  range  of  activities  aimed  at  enhancing  customer  satisfaction  and  fostering  loyalty.  In  today's  competitive  marketplace,  where  consumers  have  numerous  options  at  their  disposal,  the  quality  of  customer  service  can  significantly  influence  a  company's  success.  It  involves  addressing  customer  inquiries,  resolving  issues,  and  ensuring  a  positive  experience  throughout  the  customer  journey.  Effective  customer  service  not  only  meets  customer  expectations  but  also  exceeds  them,  creating  a  lasting  impression  that  encourages  repeat  business  and  referrals. 
11 .  a.)  Explain THREE activities that are involved in customer service management.          (6   Marks) 
b.) synthesize THREE  benefits  of  effective  customer  service  management                  (6  Marks) 
c.) propose FOUR  ways  of  managing  customers  by  customer  service  organizations (8  Marks) 
12. a.)  customer  outreach  services  should  well  planned  and  managed,  explain  five  ways  of  conducting  customer  outreach                                                                                             (10  Marks) 
 b.) Organizations  should  stay  more  competitive  to  maintain  and  win  more  customers. 
 synthesize  five  ways  companies  and  individuals  create  a  competitive  edge       (10  Marks) 
13. a.)  some organizations can opt for outsourcing service  providers.  Explain  FIVE  steps  involved  in  selecting  outsourced  service  providers                                                                       (10  Marks) 
b.) expound  five  activities  that  are  contained  in  customer  relationship  management  process                                                                                                                                     (10  Marks) 
14. a)  organizations  which  have  successful  innovation  teams  possess  special  traits.  Explain FIVE traits of a successful innovation team.                                                                          (10  Marks) 
b.) Expound  five  ways  the  expectation  for  different  customers  for  the  same  product  will  vary                                                                                                                              (10  Marks) 
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