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1.1 True  

1.2 True  

1.3 True  

    (3) 

2.1 C  

2.2 D  

2.3 B  

2.4 A    (4) 

 

3. Positive customer feedback can motivate staff because knowing that customers think an 

employee is doing a good job  can inspire them to do even better.  Negative feedback  

can be used to improve customer service because it shows staff which areas they can  

improve on.    (3) 

  Total: 10 marks 

 


