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1 (a) State and explain two benefits to a business such as MMM of using a face-to-face
questionnaire in order to gather customer feedback.

(b) State and explain two limitations to a business such as MMM of using a face-to-face
questionnaire in order to gather customer feedback.

(c) Other than questionnaires, identify four methods which a business such as MMM could use
to gather feedback from its customers.
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(d) Identify four reasons why customer feedback is important to a business such as MMM.
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(@) What is an internal customer?

(b) From the case study, identify three different external customer types.

(c) Give two reasons why providing a visitors’ guide in different languages is a benefit to MMM’s
visitors.

(d) From the case study, identify four examples of poor customer service which may damage the
image of MMM.

(e) Danny is planning to introduce a training programme for Chloe and all of the volunteers.

Evaluate the likely implications for MMM of introducing a training programme for Chloe and
the volunteers. [12]
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3 (a) Identify five examples of excellent customer service which a business such as MMM should
provide.

(b) Danny wants to introduce one, new code of practice at MMM.

Analyse the benefits to MMM of replacing the different codes of practice with a single code of
practice. [9]
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(c) Identify and describe three different customer needs.
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4 (a) Identify and describe four acts or regulations with which MMM has to comply.

(b) State and explain two reasons why MMM should improve the facilities which it provides for
visitors with disabilities.
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(c)* Discuss how customer power might change the operation of the café at MMM. [12]
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5 (a) Identify and explain two legal requirements for MMM when storing personal information
about visitors.

(b) Evaluate whether customer retention schemes such as a loyalty card are likely to increase
visitor numbers at MMM. [12]
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