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Marking Criteria:
 We expect the learners to write minimum one well expressed point in three lines against each allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high grades for a 5 marks question.
For high grades use examples and illustrations where appropriate. 
	Please insert your completed assignment ( in word format)  here:


What is Customer Service:

1. Customer Service is the way you treat the people who support the business or company either internally or externally. Internal Customer include the workforce in general and External Customer is the paying customer
2. Critical Element of Customer Service involves the Psychological benefits which involves the peace of mind and Job satisfaction which will determine the Kind of return you will get in terms of profits and losses.
Factors to include
2.1  A Customer Service focus
2.2  Be a problem solver
2.3  Reinforce it
2.4  Measure it
2.5 Defined within the organization
2.6  Give life by members of the organization
3. Some ways to meet Customer  Expectations will include:
3.1  Make sure someone answers a ringing phone or have a voice prompt if no one is close. The Voice Prompt must be working properly
3.2  When Customer walks into your premises, Greet them as if you are happy to see them. Never leave them hanging and feeling awkward
3.3  Be Polite. There is no room for bad Manners because a Customer will never forget rudeness even if they are being difficult.
3.4  By paying attention to details and following up on promises you make in a timely manner
3.5  Your body language tells the customer if you are paying attention to them or not and also your voice tone.
3.6  Remember to Thank the Customer as this helps in retaining the Customer and also referrals from the Customer which in effect will maintain and grow the business.
4. The steps that are important for creating a personal vision include
4.1 Identifying your Values 
4.2   Defining your Values
4.3  Putting it all together
5. Creating a personal Vision Statement is important because it helps you to understand your expectations and also tells you what you have to do to make it work and achieve some kind of success. Some factors include
5.1 Spirit – Achievable goals that will help you get where you want to be 
5.2 Specific – Make Tangible and Measureable goals. Know what you do and don’t want
5.3 Prices – Award yourself for every achievements you make at different stages
5.4 Individual – It Must be something you really want to do
5.5 Review – Check to see if the goals set are logical and if you need to make adjustment to achieve success.
6. When you use SPIRIT, you are able to break down your objectives into small goals working towards bigger goals or your ultimate goal set.  
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