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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 customer service

Customer service is the way you treat people be it customers, clients or team members. Providing a good customer service helps your business by customers being happy with your service and recommending other clients your way.
Also by providing a good customer service this helps you psychologically by making you feel good about the service you provide.
Customer service is making your customers feel you are providing the best of your service.



2.  Explain critical elements to customer service

The critical elements of customer service are customer service focus.  Focus on your customers needs by meeting your customers’ expectations. Example, greet them as though you are happy to see them.  Be present for your customer with your body language and voice tone and by being polite. Pay attention to detail.  Remembering your customers are internal as well as external.  Providing, a good customer service to management and team members are also very important as they rely on us to provide a service by meeting their needs.  By working together this provides a greater organization which in turn provides a better service for external customers. Problem solving in the workplace is understanding and meeting their expectations making them feel  you are willing to go that extra mile to help them . Always be thankful, by thanking your customers for their business reinforces your customer care as you wish to retain their custom.



3.  Outline some ways of meeting customers’ expectations

Meeting customers’ expectations is making sure you make your customers feel like they are your only customer by paying attention to detail and always delivering the promises you make.  Be polite and make sure you appear happy that they are there. Make them feel you would go the extra mile for their service.

4.  What are the important steps of personal vision?

Step 1 Identify your values
Choose the values that are important to you, being it at home or work.
Step 2 defining values
Outlining the success you wish to obtain from your goals
Step 3 putting them together
Choosing the values you would most like to achieve, identifying dreams and setting goals. Prioritising your goals!

5.  Why setting a personal vision statement is important?
By setting goals daily, weekly and yearly this will in turn help you become more focused thereby helping you to realise what is important to you.  Setting short time goals helps you achieve daily or weekly tasks giving you a sense of accomplishment and being on track in return this makes feel you can succeed and when you feel successful you feel more organized and productive.  This should influence you to have long term goals ending with your personal vision.

 
6.  How can we set goals using SPIRIT?

By using SPIRIT we break down goals into smaller achievable goals. By being specific and not being over ambitious. Reward yourself when you have achieved a section of your goal. Making the goal your goal not something someone else’s would like you to achieve. By reviewing your goal you can decide if it needs longer to achieve or you may feel you need help.  Accomplishing smaller goals makes you feel inspired and helps you focus on larger goals. Also putting deadlines on a goal helps you to focus on achieving.
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