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QUESTION ONE

Explain the following terms:

a) Empathy . [5 Marks]
b) Customer focus | _ [5 Marks] -
c) Customer value . [5 Marks].
d) Ambiance ‘ iS Marks]
e) Services Marketing - [5 Marks]

QUESTION TWO
Outline Nancy Friedman’s 7 steps of service recovery. [25 Marks]
QUESTION THREE

It 1s argued that, ‘Knowledge Management in Public Relations organisations is a waste of

time.” Do you agree?

[25Marks]
QUESTION FOUR
Discuss the merits of ‘Know Your Customer” (KYC) in a service industry of your.
[25 Marks] -
QUESTION FIVE ‘
Briefly draw up a PR plan for an organization of your choice.
[25Marks]
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