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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. 
	1. What is customer service?
Customer service is how you take care of the persons who assist your business. It is the way you assist the persons that they feel comfortable or uncomfortable depending on the way you interact with the persons upon greeting. These persons could be your co-workers, an investor and/or persons whom your business is hoping to cater for.  This is everyone who takes part in your business externally or internally. Depending on the service you provide it could either bring more persons to the business or withdraw persons from interacting with your business. A great service will increase the amount the amount of persons interacting with your business. A good service depends greatly on you and how you feel in your business environment. Whatever you may feel will affect how you assist persons.
2. Explain critical elements of customer service.
There are six critical elements of customer service. The first is customer service focus. It shows that service is what you believe it isn’t something you can write up. Service doesn’t need you to be over the top just to impress the customer but just to simply reach the customer’s belief. Everyone cannot give great service on point, it should be practiced. The second is defined within your organization. This shows that standards create a guideline to outline what we should do and how we should do it and it is needed to reach the customer’s expected requirements. If these standards fail to reach the requirements the customer would no longer support the business. The third is given life by the employees. This basically says once a promise is made, to the customers, setting a standard for customer service that promise must be reached by everyone working in that business.  The fourth is being a problem solver. From time to time problems will arise. It is of best interest to find simple calm ways to solve the problem always remembering to be calm and collected no matter how the customer may be handling the situation. The fifth is measure it.  In order for you to keep on top of your business and have customers begging for more you must know what your customers like and do not like about your service in order to make it better. The sixth is reinforcing it. You must make sure that your customer service is strong and effective. Using some information from your survey you can make new bright ideas in order to help your customer feel as if they are welcomed to your business. You must remember to always have a positive attitude when dealing with customers.
3. Outline some ways in meeting customers’ expectations. 
Someone should be at the phone line at all times but just in case no one is there be sure to have a functional voice prompt available. Customers love to be able to communicate when they are interested in a service. It would be very disappointing when persons try to get in contact with a service but they cannot get through. When someone arrives it is best to greet them as you would to royalty. Customers love attention so be sure not to leave them by themselves. Always be there for your customer. How you express yourself no matter what contact you come in with your customers should say that you actually enjoy their company and that you are willing to help them. Have a pleasant attitude when dealing with your customer no matter what or how the situation is. Customers will remember bad treatment. Be very interested in every element of your customer. Live up to your word on whatever you said you were going to do. Do not be tardy and always memorize everything that is needed.  Be continually grateful to your customers for participating with your business. It is wise to remember there are other competitors and even if that may not be so it is nice to grateful. 
4. What are the important steps of creating a personal vision?
[bookmark: _GoBack]There three easy steps to help understand how a personal vision statement is important. First, discover your values. Here is where you select the values most important to you. You cannot focus on any values at a time; it would make life very complicated for you. Second, define your values. Use the values that you have chosen and picture how completing the goal would look like and make a statement for each. You must be able to how effective the goal would be after it would have been completed. Lastly, combine everything. Here is where you bring all the statements into a paragraph. If it is not satisfactory, changes may be made to the statement. It should become something that you would like to see happen in your life.
5. Why creating a personal vision statement is important?
Creating a personal vision is important because it will help you to make your life seem more attainable by creating long and short-terms goals. These goals would be things that you want to change, upgrade or add in your life. It will also help you make a set goal to keep you going and focused. Since your mind would be set on a goal, it will make your life more organized and less complicated. You wouldn’t need to be going back and forth between goals because it would have been sorted out. It also can be a reminder, to remind you of what you would like to accomplish and other values you may have placed within the statement. A personal vision statement reflects who you are and shows what your mind is looking towards.
6. How can we set goals using SPIRIT?
SPIRIT allows you to create smaller manageable goals that will be easier to accomplish by making the bigger goals smaller. Each letter represents an element to help you do this. S is Specific, make sure your goals are straight to the point and reasonable. P is for Prizes, be sure to give rewards to keep yourself motivated. I is for Individual, the goal should be dependent on you- you must want to do it. R is for Review, check on your process in achieving your goal to make sure that the goal is reasonable and if it is attainable. I is for Inspiring, make the goal exciting- something you would want to accomplish. T is for Time-Bound, create targets/limits for you to achieve your goals. SPIRIT can be a very effective way to achieve your goals.
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