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1 (a) State whatis meant by an external customer.

(b) State three reasons why displaying a customer service policy is a way to present a positive
image of The Rustic Theatre (TRT).

(c) State and explain four reasons why handling complaints in an effective manner is important
to TRT.
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(d)* Evaluate the extent to which becoming more focused on customer service is critical to TRTs
g
commercial success. [12]
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(a)

(b)

5

Tamina asked Marcus to get the other members of staff to talk to theatregoers as they left
TRT in order to find out how they felt about their experience and the level of customer service
which they received.

(i) Explain two advantages to TRT of using such a technique.

[6]
(ii) Explain two disadvantages to TRT of using such a technique.
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Other than using members of staff to ask customers face-to-face, suggest four ways in which
Tamina could find out how customers feel about TRT.
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(c) Analyse possible reasons why Tamina may use a mystery shopper to judge the level of
customer service at TRT. [9]
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(a) Name and describe four acts or regulations which would protect the customers of TRT.
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(c) Other than pricing strategies, identify three techniques stated in the case study which could
improve customer service levels at TRT.

(d) Evaluate whether using a discount pricing strategy (see Appendix A in the case study) would
improve customer service levels at TRT. [12]
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4 (a) State four specific customer needs which TRT would be expected to meet.

(c) Evaluate whether offering organic products and introducing a recycling policy would have a
positive impact on the image of TRT. [12]
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