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Answer all the questions.

1 (a) State whatis meant by the term ‘customer service’.

(b) Using information from the case study:

(i) identify three different types of external customer of Belltop Library

(ii) identify four specific customer service needs of visitors to Belltop Library
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(iii) identify four examples of poor customer service currently provided by Belltop Library.
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(d) State and explain three reasons why a high standard of customer service is important to
Witshire Library Services.
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(e)* Evaluate whether Belltop Library’s use of volunteers provides visitors with a high quality of
customer service. [12]
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(a) State four reasons for using a market research agency to research and monitor the levels of
customer service in an organisation.

(b) Other than a ‘comment box’ or a ‘comment book’, state three methods Belltop Library could
use to obtain feedback from staff/volunteers on the level of its customer service.

(c) State four benefits to Witshire Library Services of obtaining customer feedback.
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3 (a) (i) State whatis meant by a ‘Customer Service Policy’.

(ii) Explain how a ‘Customer Service Policy’ could improve customer service at Witshire
Library Services.

(b) Other than recording the number of complaints received, state five criteria which could be
used by Witshire Library Services to assess the quality and effectiveness of its customer
service.
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4 (a) State four ways in which senior managers could contribute to the management of customer
service in an organisation such as Witshire Library Services.

(b) Evaluate the extent to which training the volunteers could improve the quality of customer
service at Belltop Library. [12]
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5 (a) The aisles between the book racks in Belltop Library are too narrow for wheelchair access.

Analyse consequences to Belltop Library of being in breach of the Equality Act. [9]
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(b) Other than the Equality Act, outline four Acts or regulations with which Belltop Library must
comply.
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6 Evaluate whether the replacement of Belltop Library with a mobile library service is likely to
improve the level of customer service for the residents of Belltop. [12]
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ADDITIONAL ANSWER SPACE

If additional space is required, you should use the following lined page(s). The question number(s)
must be clearly shown in the margin(s).
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