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TOPIC: COMMUNICATION AND CUSTOMER CARE  
   
CONTENT: METHODS TO OBTAIN CUSTOMER FEEDBACK AND 

MEASURE CUSTOMER SATISFACTION  
   
NOV 2014 NSC  
QUESTION 10  
    
Study the customer feedback tools A and B below and answer the questions that 
follow.  
   

  
   
10.1 Identify the TWO types of feedback tools shown in A and B above. (2) 
   
10.2 State ONE disadvantage of using feedback tool A. (2) 
   
10.3 Give ONE reason why feedback tool B is a more effective customer 

feedback method for a business. (2) 
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NOV 2015 NSC  
QUESTION 10  
  
Study the picture of the Madison Restaurant.  
  

  
   
The Madison Restaurant has recently completed an analysis of their customer 
feedback survey. Results have shown there has been an increase in service 
delivery complaints in the restaurant.  
   
10.1 Give TWO examples of possible guest complaints about service delivery in 

the Madison Restaurant. (4) 
   
10.2 Recommend TWO solutions to the restaurant manager to overcome the 

complaints in QUESTION 10.1. (4) 
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NOV 2016 NSC  
QUESTION 10  
  
10.1 Give ONE reason why it is important for businesses to get feedback from 

their customers. (2) 
   
10.2 Give TWO examples of customer surveys used by businesses. (2) 
   
10.3 Explain TWO ways in which feedback from customers may inform and 

empower staff to improve their customer service delivery. (4) 
  
  
  
  
NOV 2017 NSC  
QUESTION 10  
  
Study the picture below and answer the questions that follow.  
  

  
  
10.1 Identify the customer feedback method shown in the picture above. (2) 
   
10.2 Explain TWO ways how the feedback method in QUESTION 10.1 helps to 

improve the level of service delivery of tourism businesses. (4) 
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NOV 2018 NSC  
QUESTION 10  
  
Study the information below and answer the questions that follow.  
  

  
  
10.1 Recommend ONE way in which EACH of the above can be resolved. 

Number your answers 10.1.1 and 10.1.2.                                              (2 x 2) (4) 
   
10.2 Name ONE way in which the attraction can measure the successful 

implementation of the recommendations made in QUESTION 10.1.  (2) 
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NOV 2019 NSC  
QUESTION 10  
   
Read the customer's complaint on the 'Hello Peter' website and answer the 
questions that follow.  
  

  
   
10.1 Identify ONE complaint from the customer in the extract. (2) 
   
10.2 Explain ONE advantage of using the Hello Peter website for both the 

customer and the business. (2) 
   
10.3 Give your opinion on the response from the restaurant. (2) 
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FEB-MARCH 2015 NSC  
QUESTION 10  
    
Study the information below and answer the questions that follow.  
  

  
  
10.1 Identify the business practice addressed by this questionnaire. (2) 
   
10.2 Give ONE reason why this hotel has implemented the business practice 

identified in QUESTION 10.1 (2) 
   
10.3 Discuss the guest's feedback to the hotel.                                            (2 x 2) (4) 
   
10.4 Recommend TWO intervention plans that the hotel should implement to 

improve their service delivery. (4) 
   
10.5 As a business consultant, state THREE negative impacts that a poor review 

could have on this hotel. (3) 
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FEB-MARCH 2016 NSC  
QUESTION 10  
  
Study the response of the customer feedback tool used by the Inn Hotel and 
answer the questions that follow.  
  

  
   
10.1 It appears that Mr Turner did not have a pleasant stay at the Inn Hotel.  
   
 Recommend TWO strategies the management of the hotel can implement to 

address the problems identified by Mr Turner. (4) 
   
10.2 Explain why the staff at the Inn Hotel should pay attention to their guests' 

comments. (4) 
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FEB-MARCH 2017 NSC  
QUESTION 10  
   
Read the general manager's message to all guests at the Trinity Hotel below and 
answer the questions that follow.  
   

  
   
10.1 A hotel guest, Mr Roberts, has already checked out of the hotel. He would 

like to provide feedback on his stay at the hotel.  
   
 Identify TWO electronic methods mentioned in the message above that he 

can use to give feedback. (4) 
   
10.2 Explain TWO reasons why the Trinity Hotel uses various methods to obtain 

customer feedback. (4) 
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FEB-MARCH 2018 NSC  
QUESTION 10  
    
Study the extract below and answer the questions that follow.  
  

  
   
10.1 In the extract above, identify TWO advantages of using feedback via SMS. (4) 
   
10.2 Give ONE other feedback method where customers can use technology for 

their complaints. (2) 
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MAY-JUNE 2018 NSC  
QUESTION 10  
   
Read the article below and answer the questions that follow.  
  

  
   
10.1 State ONE way in which customer feedback influences travel planning. (2) 
   
10.2 Suggest ONE way in which a hotel should respond to the following:  
   
 10.2.1 A positive online review about the hotel (2) 
    
 10.2.2 A negative online review about the hotel (2) 
   
10.3 Explain ONE reason why responding to online reviews in QUESTION 10.2 

is a way of managing a hotel's online reputation. (2) 
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MAY-JUNE 2019 NSC  
QUESTION 10  
  
Study the feedback tool below and answer the questions that follow.  
  

  
   
10.1 Give ONE way in which the completed feedback tool from customers would 

reach the tourism business. (2) 
   
10.2 Refer to question 2 ('What would you tell others about?') on the feedback 

tool.  
   
 Give TWO reasons why the tourism business included this question on the 

feedback tool. (4) 
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SEPT 2014 EC  
QUESTION 10  
  
Study the picture below and answer the questions.  
  

  
  
10.1 Identify the latest type of technology that guests dining at Parker’s 

Restaurant are invited to use in order to submit feedback regarding their 
customer experience. (1) 

   
10.2 Name any TWO other methods that restaurants can use to obtain 

customer feedback. (2) 
   
10.3 Identify how Parker’s Restaurant is enticing their customers to comment 

on their service. (1) 
   
10.4 List the FOUR stages that the management of Parker’s Restaurant needs 

to follow to analyse the feedback from their customers in order to improve 
their service delivery. (4) 

   
10.5 By providing excellent customer service, the profitability of Parker’s 

Restaurant’s will improve.  
   
 Motivate this statement by providing THREE reasons. (3) 
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SEPT 2015 EC  
QUESTION 10  
    
Study the summary of service feedback received from 50 hotel guests as reflected 
below and answer the questions that follow.  
  

  
  

10.1 Identify the feedback method used by Felix Hotel to determine customer 
satisfaction. (1) 

   
10.2 Suggest TWO reasons why the management of the Felix Hotel regard it as 

important to determine their guests’ service experience.                      (2 x 2) (4) 
   
10.3 10.3.1 Determine the service provision area in Felix Hotel that gives the 

most problems and needs immediate attention from the 
management. (1) 

    
 10.3.2 Propose TWO intervention strategies that the management of 

Felix Hotel could implement to rectify the service provision 
problem in QUESTION 10.3.1.                                              (2 x 1) (2) 
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SEPT 2016 EC  
QUESTION 10  
    
Study the customer feedback method used by Jimmy’s Restaurant and answer the 
questions that follow.  
  

  
  
10.1 Give ONE advantage of the type of feedback method used by Jimmy’s 

Restaurant. (2) 
   
10.2 Identify the service provision area in Jimmy’s Restaurant that needs 

immediate intervention from the management. (1) 
   
10.3 Suggest TWO strategies that the management of Jimmy’s Restaurant could 

implement to improve the service provision in the area identified in 
QUESTION 10.2.                                                                                  (2 x 2) (4) 

   
10.4 Explain why the strategies identified in QUESTION 10.3 will lead to 

customer loyalty. (2) 
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SEPT 2017 EC  
QUESTION 10  
   
Study the extract on customer satisfaction and answer the questions that follow.  
  

  
  
10.1 Identify the customer feedback method used in the extract that enables 

customers to post reviews on products or services they have experienced. (1) 
   
10.2 Explain how the feedback method identified in QUESTION 10.1 can be 

useful to potential customers. (2) 
   
10.3 Give your opinion on the status of the Ocean Fresh Restaurant’s customer 

service based on the 290 customer reviews.                                        (2 x 2) (4) 
   
10.4 Recommend TWO intervention plans to the restaurant manager to address 

the complaints of AnnieH.                                                                     (2 x 2) (4) 
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SEPT 2018 EC  
QUESTION 10  
    
Study the customer feedback tool below and answer the questions that follow.  
  

  
   
10.1 Identify the electronic communication method the tourism business used 

to distribute the customer feedback tool shown above. (2) 
   
10.2 Give ONE reason why it is important for tourism businesses to obtain 

feedback from their customers. (2) 
   
10.3 Recommend TWO intervention strategies that the business manager 

could implement to address the complaint identified by the customer in 
the questionnaire shown above.                                                           (2 x 2) (4) 
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SEPT 2019 EC  
QUESTION 10  
   
Many people turn to social media to complain about bad service. Read the extracts 
from Facebook below and answer the questions.  
  

  
  
10.1 Identify the method used to obtain customer feedback in the above 

examples. (2) 
   
10.2 Discuss ONE reason why the management of Shosholoza Meyl should pay 

attention to the complaints from their customers on their Facebook page. (2) 
   
10.3 Suggest ONE benefit for the Shosholoza Meyl if the management were to 

pay attention to the complaints on their Facebook page and address the 
issues mentioned by the customers. (2) 

   
 


