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Question 1

What is customer service?

Customer service is the way you satisfy the needs of your customers that come to your company. A customer’s concept on your customer service is what could potentially bring them back for repeated service. 

Question 2 

Explain critical elements of customer service 

There are six critical elements of customer service, they are:

A customer service focus - a good customer service focus is a powerful contributor to the success of a business and ensures the needs of the customer are met and the customer is satisfied. 

Defined within your organisation - making sure that standards are met and beat the expectations of your customers, asking your customers on a regular basis if they are satisfied with the service. 

Given life by the members of the organisation - obligation to provide excellent customer service and that obligation must be evident by all members of the organisation. An organisation that offers excellent customer service to all customers new and old. All customers have basic requirements, they want to be appreciated, to feel welcome, to feel significant and to feel satisfied with the organisation.

Be a problem solver - paying attention to the details of the customers problem, finding a solution to fix the problem and implementing the solution to fix the problem to satisfy the needs of the customer. 

Measure it - an organisation would probably have targets that are reviewed on a regular basis to keep the focus on priorities and make improvements in areas they are needed. 

Reinforce it - reinforcing the skills and behaviour expected within your organisation and by the members of your organisation to attain customer service at a high quality. 

Question 3 

Outline some ways of meeting customer’s expectations 

Each customer wants to be considered as if they were your only customer. However, here are some ways of meeting expectations: 
When greeting customers, greet them with a happy and friendly manner. 
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Being in attendance for your customer with attentive body language and a positive tone of voice.

Be polite as customers will not forget insolence 

Paying attention to the details given by your customers and acknowledging your customers for their service. 

Question 4 

What are the important steps of creating a personal vision?

The important steps of creating a personal vision are analysing your character and then specifying your character ideals, by putting those two steps together you can then determine your dreams and ambitions to which you could then choose one ideal to focus on. 

Question 5 

Why creating a personal vision statement is important? 

By creating a personal vision statement it can help you to set short or long term goals which could assist in the influence of your daily schedule. A personal vision statement can help you to know what you want in life and to create a plan on how to get there, by setting goals on a personal level, you would have a greater opportunity for success.

Question 6 

How can we set goals using SPIRIT? 

By using SPIRIT, you can set yourself small achievable goals that can help you to get where you want to go. The steps of SPIRIT are:

Specific - be specific about what you want to achieve 
Prizes - reward yourself at different stages, maybe have a half way stage if the goal is long term
Individual - the goal must be something you want to achieve 
Review - review your progress along the way 
Inspiring - make it fun to accomplish your goals 
Time - bound - give yourself a target deadline to achieve a goal
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