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 1 INTRODUCTION 

 

  You are now getting close to the examination. This is our final last communication with 

you until we receive your examination answer paper to mark. Remember, success only 

comes to those who have properly prepared for it! The lecturer for this module is Mr Danie 

Theron. His contact details are as follows: 

      Office: AJH 5-67 

      Tel: 012 429 4871 

      Fax: 086 641 5164 

      E-mail: therodp@unisa.ac.za 

 

         Please note that you should only contact the lecturer if you have academic enquiries 

(that is, enquires about the content of the module). The marketing department can be 

contacted at 012 429 8303.  
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 2 GUIDELINES FOR ANSWERING ASSIGNMENT 02 

 

Question 1 

The correct answer is 3.  

In section 8.2 of the study guide four demands on service marketing communication are 

discussed. In a highly competitive market, businesses run the risk of “overpromising”. In the 

end this only results in unsatisfied customers in that they expect too much of the service 

provider, or the service product that he sells. Educating customers on what to expect from 

the company and its products is the safest route to being successful against rivals. 

 

Question 2 

The correct option is 2.  

The communication instruments are discussed from p296 to 303 in the prescribed book. 

  

Question 3 

The correct option is 1. 

This question is based on the theory in sec 8.5.3 of the prescribed book. Jim has very little 

leeway in adapting his service style to the particular needs of individual clients. The fact that 

he suggests to clients that their televisions be repaired by a technician is still an example of 

formal instructions coming from management. 

 

Question 4 

The correct answer is 2.  

Study sec 9.1 in the study guide. You will notice that there are actually three areas that need 

to be addressed in deciding how to interact with customers, namely, how much do I need 

to see my customers (level of contact), where do I need to make contact with them (type of 

contact) and when do I need to make contact with them (timing of service delivery: p73 in 

the study guide)? 

 

Question 5 

The correct option is 3. 

The correct answer is quite obvious. Option 1 relates to the permanence of service delivery, 

while option 2 and 4 concern the length of service delivery. Study sec 9.2 in the study guide. 
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Question 6  

The correct option is 3. 

Frontline service delivery is not always an easy job. An organisation must ensure that it 

has the systems, resources and policies in place to assist these employees in their effort 

to render service of outstanding quality. Just think back how many times you have been 

confronted by service providers that were not able to answer your questions because they 

did not have the right information in front of them. This leads to customers being 

unsatisfied and sometimes becoming aggressive. Service providers then feel that they 

have been abandoned by the company and have been “hanged out to dry”. 

 

Question 7 

The correct answer is 2.  

Frontline service delivery is not always an easy job. An organisation must ensure that it has 

the systems, resources and policies in place to assist these employees in their effort to 

render service of outstanding quality. One such a service policy element is how service 

providers should conduct themselves when being confronted by an angry or abusive client 

and how the firm will assist them in such a situation. Sec 10.2 in the study guide covers this 

topic.  

 
Question 8  

The correct option is 1. 

This question focuses on customer roles in consuming services. Study sec 11.4 in the 

study guide. 

 

Question 9 

The correct answer is 4 and not 2 as indicated in the mark sheet you have received..  

 
This question has not been marked. Option 1 refers to a customer as co-producer of the 

service, option 2 is an example of a customer as an employee and option 3 reflects on a 

customer as a competitor.  

 

Question 10  

The correct answer is 1. 

This question is based on fig 10.1 in the prescribed book. See the instructions in sec 12.3 

in the study guide on how this figure must be adapted. 
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Question 11 

The correct option is 2. 

This question is based on fig 10.1 in the prescribed book. Ambience is an element of the 

physical evidence (Servicescape). See the instructions in sec 12.3 in the study guide on 

how this figure must be adapted. Please note: As shown in the adapted fig 10.1 physical 

evidence has two components, namely the physical elements of the service delivery 

environment impacting of the service delivery to customers, and the customer behaviour 

emanating from the physical interaction that customers have with the organization. You 

must study both of these aspects for the examination. 

 

Question 12  

The correct option is 3.  

An organisation cannot expect a loyal customer to put up with poor service and not 

consider restitution or leaving the firm. 

 

Question 13 

The correct option is 3.  

 
The question is based on fig 14.1 in the study guide. Please note: This is a very important 

aspect of managing the customer service of an organisation. 

 

Question 14  

The correct option is 3. The question is based on fig 14.1 in the study guide. 

 

Question 15    

The correct option is 3. The question is based on fig 14.1 in the study guide. 

 

3 CONCLUDING REMARKS 

You are once again invited to contact us if you experience any problems with your studies. 

Kind regards, 

 

Mr DP Theron 

Department of Marketing and Retail Management 

Unisa 


