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Instructions to candidate

1. No cell phones are allowed in the examination venue.
2. Answer FOUR (4) questions.

3. Each question carries 25 marks.

4. Begin each question on a new page.

5. Neatness and legibility are encouraged.




QUESTION ONE

Explain the following terms;

a) Social media [5 Marks]
b) Blogging [5 Marks]
c) Media relations [5 Marks]
a) Feedback [5 Marks]
b) Communication barrier [5 Marks]

QUESTION TWO
Describe 5 elements you would use to assess the effectiveness of ZEGU’s website.

[25 Marks]
QUESTION THREE

It is argued that “the adoption of the ZEGU’s service chatter is a waste of time.” Do you agree?

[25 Marks]
QUESTION FOUR

State and explain how an angry customer is handled. [25 Marks]

QUESTION FIVE
Briefly define a Call Centre and outline its purpose in an organisation of your choice.

[25Marks]



