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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. 
	What is Customer Service? (3 Marks)
Customer service is the way you treat people who support your company, this is either someone who purchases a product from you or uses your services. Customers are split into two types, Internal, this is your staff, and External, these are customers who pay for your services. Good customer services brings your company many benefits, customers are more likely to stay with you if they receive excellent service and also more likely to tell others about you. 



Explain critical elements of customer service (4 Marks)
Customer service should be the focus of any business, without customers there would be no business. There are several ways in which we can easily achieve excellent service. If you are satisfied in your job, then your customers will receive a better service, customers will have a much better experience if they are dealing with someone who is enthusiastic and genuinely wants to help them. Another element is treating all of your customers the same, if they are a high spending customer or a brand new one, they should both be given the same level of service. All customers want to feel important and welcome, this is easily achieved by having the correct attitude at work. Being able to solve problems is another element in good customer service, staff that are good under pressure and can rise to a challenge make all the difference.





Outline some ways of meeting customer's expectations (3 Marks)
There are some very simple and easy ways of meeting customers expectations, having the right body language and tone of voice is a great example. If the customer feels welcome and comfortable they are more likely to enjoy their experience with you as a company, this of course will lead them to tell other people about the great service they received at your company. Answering your phones promptly shows the customer that they are important and always there for them, people prefer to talk to people, not answering machines. Being aware of your customers needs as well as making sure anything you have promised is completed and delivered on time is a great way to show the customer you care about them and you want the best for them.



What are the important steps of creating a personal vision (3 Marks)
A personal vision should be set up to help you achieve your goals, either short or long term. The first step is identifying your values, this can be in your work or home life. For example, 3 values I chose were being dependable, the ability to make decisions and implement them and being organised and dependable. These are true in both my work and home life. Using these values you can create your own personal vision and set yourself goals. Breaking them down into smaller goals makes them much easier to achieve and more manageable. By visualising your personal vision as a triangle it will help you better plan a way to achieve your goals.


Daily tasks

Weekly/Monthly tasks

One to two year goals

Five to ten year goals

My personal vision



Why creating a personal vision statement is important ? (4 Marks)
A personal vision statement is created by listing your values and describing how you wish to achieve these in your career or home life. By writing down all the things you wish to do you can begin to visualise how you are going to achieve all of your personal goals. After writing a brief description of your personal goals put them all together and you have your personal vision statement. By only choosing 3 values we make it more achievable, you cannot focus on too many things at once and remain effective. By having your goals written down this gives you something concrete to refer to and helps keep you on track. This is a very simple way of setting out your personal goals and makes you realise what small changes we can make to be successful, happy and fulfilled in life.



How can we set goals using SPIRIT ? (3 Marks)
SPIRIT is a very easy acronym we can use to set goals and achieve them. Specific, Prizes, Individual, Review, Inspiring, Time-Bound. By being specific in our goals and breaking them down we make them more manageable. Having smaller goals means you achieve personal goals more often, after each success you should be sure to reward yourself, this will give you a sense of satisfaction and the drive to carry on. Your goals should be for yourself personally, something that you want to do, if your heart is not in it, you won't be striving for success. Review your goals regularly, this can be a good way to see how you are getting on and also a way to see if you are getting stuck on a particular goal. You can then try to adjust something to make this goal easier. Inspire yourself to succeed and make sure you create a time frame, this stops you from putting things off and keeping you focused on your personal goals.
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