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INSTRUCTIONS TO CANDIDATES:
Read the Flight Centre and IBM case studies provided.

Read the questions carefully and answer only what is asked.

Please answer all the questions.

This is an open book assessment.

Number your answers clearly.

Structure your answers by using appropriate headings and sub-headings.

Write neatly and legibly.
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The general University of Johannesburg policies, procedures and rules pertaining to

written assessments apply to this assessment.



CASE STUDIES: Flight Centre and IBM

QUESTION 1 [25]

1.1 Consult on how an organisation such as Flight Centre can use the
empowerment of its employees in enhancing its service delivery to external
customers. (20)

1.2 The building of long-term relationships is a vital competitive tool for securing
the future survival of any organisation. Advise the customer service division of
Flight centre on how they can secure their customer base as friends, with the
overall outcome of making their customer base their partners. (10)

1.3 Critically discuss how Flight Centre can use tiered-value service offerings to
manage customer expectations. (5)

QUESTION 2 [25]

2.1 Develop a guiding framework for organisations to consider when designing
social media engagement strategies into their marketing strategy. Support your
answer with a diagram. (10)

2.2 Compile a social media engagement strategy for an organisation that will
educate leadership on the basic elements to stimulate social media engagement.
(15)

QUESTION 3 [25]

Describe how IBM can enhance its brand equity by implementing an integrated
communications approach. Internal marketing is a critical component, but in your
answer, you need to focus on the branding model, external communication and
service promises.

QUESTION 4 [25]

Develop a high level crisis communication plan for IBM, focusing on social media
as distribution channel.
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