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1. SECTION A IS COMPULSORY. 
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CAUTION: All exam rooms are under CCTV surveillance during the examination period. 

SECTION A: COMPULSORY        

QUESTION ONE 

a) Assuming you have been approached by a bitter student who is no able to locate a chemistry 

book on the shelf. Describe five techniques you will use to calm this student.  [10 Marks] 

b) You have been offered an opportunity to work as a customer care librarian in a Kenyan 

university library. Identify and describe any five service points in a library that you will operate 

from                                                                                                            [15 Marks] 

c) Customers are the reason why you have your job as a librarian. Explain any five techniques you 

will apply to maintain customers in your information center         [15 Marks] 

 

SECTION B: ANSWER ANY THREE QUESTIONS 

QUESTION TWO 

a) Assuming that you are a customer service librarian, explain any five possible challenges that you 

will encounter in your line of duty                        [10 Marks] 

b)  (i) What is customer analysis? 

(ii) Discuss four ways of identifying potential needs of clients in a public library [10 Marks] 

 

QUESTION THREE 

a) A customer calls in a library to enquire about e-resources available in the library. Describe five 

ways on how you will handle this customer without disappointing    [10 Marks] 

b) Explain five factors that you must put into consideration when receiving queries from library 

clients                                                                                                    [10 Marks] 

 

QUESTION FOUR  

a) Discuss any five core duties of a customer care relationship manager                 [10 Marks] 

b) Social networking sites are good avenues for communicating with library clients. Which skills 

should you possess to allow you converse responsibly with internet users?   [10 Marks] 

 

QUESTION FIVE 

a) Explain any five qualities of a good customer care librarian                               [10 Marks] 

b) Discuss five ways in which customer care management is useful to the libraries   [10 Marks] 

 


	INSTRUCTIONS TO CANDIDATES

