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1 (a) State and explain three reasons why effective customer service is important to a business.
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(b) State three reasons why displaying a customer service policy is an example of good practice
for a business such as Go Rentals (Birmingham).
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(c) Using information from the case study, other than a customer service policy, identify four
examples of good customer service.
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(d) Discuss the consequences to Go Rentals (Birmingham) of inconsistent customer service
across the franchise network.
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Name four acts or regulations with which a business such as Go Rentals (Birmingham) has to
comply in order to protect its customers.
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6

(a) Identify and describe four methods which Go Rentals (Birmingham) could use to gain
customer feedback.
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(b) Analyse the likely implications for Go Rentals (Birmingham) as a result of delays in maintaining
an up-to-date planning board.
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(c) (i) What is meant by the statement ‘customer retention numbers were excellent’
(lines 26-27)7?

...................................................................................................................................... [1]
(ii) Give two benefits to a business of excellent customer retention.
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(@) Go Rentals (Birmingham) currently sends out a monthly newsletter to its customers by post:

(i)

(ii)

state and explain one advantage to Go Rentals (Birmingham) of using the post to send
out a monthly newsletter.
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state and explain one disadvantage to Go Rentals (Birmingham) of using the post to
send out a monthly newsletter.

DT E =0 1Y 7= g = o = RSSO
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(b)* Jenny has suggested that Go Rentals (Birmingham) implements a customer loyalty scheme.

Evaluate the extent to which a loyalty scheme is likely to significantly increase sales at
Go Rentals (Birmingham).
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(c) Using information from the case study, state and explain two possible benefits to Go Rentals
(Birmingham) if it were to introduce prestige cars for rental.
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5 (a) State four reasons why it is important for any business to frequently assess its level of
customer service.
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(b) State three ways in which a business such as Go Rentals (Birmingham) could measure its
levels of customer service.
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(c) State and explain three advantages to customers if Go Rentals (Birmingham) was to accept
online bookings.
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(d) State two disadvantages to Go Rentals (Birmingham) if they were to accept online bookings.
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6 Evaluate the benefits and drawbacks to Go Rentals (Birmingham) of having a manager on site at
all times when the business is open.
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