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Answer all the questions.

1 (a) (i) From the case study, identify four examples of good customer service at VVE.
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(b) Explain three reasons why effective customer service is important to VVE.
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(d) Evaluate how Vanessa could encourage a more motivated and efficient workforce. [12]
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2 (a) Vanessa is thinking about using her staff to ask customers, face to face, how they feel about
VVE.

Explain two advantages to VVE of using members of staff to collect customer feedback.

(b) Other than asking customers face to face, identify four methods which VVE could use to
gather feedback from its customers.
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(c) Explain four benefits to VVE of collecting feedback from its customers.

©OCR 2016 Turn over



www.xtrapapers.com

8

(d)* Evaluate criteria VVE could use to assess the quality of its customer service. [12]
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3 (a) Customers have an ethical duty to help VVE maintain a high level of customer service. One
way of doing this would be to report out-of-date stock to a member of staff.

Explain three implications to VVE of its customers not fulfilling their ethical duties towards
the business.

(b) VVE would need to collect personal information from customers so that a newsletter could be
emailed or posted to them.

Analyse the implications for VVE of obtaining and keeping personal information about its
customers. [9]
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4 (a) Identify three appropriate organisations from which Mr James could seek advice if Vanessa
does not satisfactorily resolve his complaint.

(b) Identify and describe four Acts or regulations which would protect external customers of
businesses such as VVE.

©OCR 2016



www.xtrapapers.com
13
5 Vanessa’s main goal for VVE for next year is to win the town’s ‘Best Customer Service’ award.

Evaluate whether or not Vanessa’s goal is realistic. [12]
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