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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:


1. What is the costumer service?
- Costumer service is the way treat the people who support your company. These can be paying
customers (external customers) or staff members (internal customers). The customer’s perception of that service is what brings them back to you for repeated service.

2. Explain critical elements of costumer service.
Empathy gets thrown around a lot in support training, and for good reason: it might be the single most important customer service skill to develop. To help your customers be happy and successful, it’s important to understand what happiness and success mean to them. And to do that, you have to step into their shoes.
Positivity.
Patience. Patience not only helps you deliver better service, but one study from the University of Toronto found that being impatient not only impedes our ability to enjoy life, but it makes us worse at doing hard things (like delivering great customer service).
Clarity in Communication.
Continuous Improvement I can prove to you that these skills will help you deliver better support to your customers. But in order to see the proof for yourself in your own business, you need to measure your performance.
3. Outline some ways of meeting customer's expectations.
· They want to be understood. 
· They want to feel welcome
· They want to feel important
· They want to feel comfortable.
If the phone is ringing, make sure someone answers it, customer expect to talk to people when they call to get service. They also expect you happy and polite, there is no excuse for bad manners. Customer expect what were you promised, also they expect you to be thankful.
4. What are the important steps of creating a personal vision?
This will then help you set short and long term goals, which should influence your daily plan. Everyone should know what they want from life and to have a plan to get there.
· Being skilled and capable
· Efficient and effective
· Contributing to society
5. Why creating a personal vision statement is important?
[bookmark: _GoBack]Having a personal vision statement will help you to get more out of your life, also when you set short and long term goals, which should influence your daily plan. We can think of it like pyramid where Daily Task List is on top, follow by Weekly or Monthly Task List, follow by One to Two Years Goal, follow by 5-10 years goals, follow by My Personal Vision.
6. How can we set goals using SPIRIT?	
- Basically loving each opportunity to help to others. Do not stop till you are 100% sure that the you got the goal done. 
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