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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. 
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1. What is customer service?
This is how you treat the people who support your company. These can be customers or staff members (internal or external).

2. Explain critical elements of customer services.
There are six critical elements of customer services

· A customer service focus
· Defined within your organization
· Given life by the members of the organization
· Be a problem solver
· Measure it
· Reinforce it


Ester Teles Do Nascimento
SudentID:27924
Customer services level1
Assigment1



Service is a philosophy, it means meeting, not necessarily exceeding customer expectations and it is not always natural, automatic or coincidental.
You should try your best to meet your client expectations trying to solve problems measuring them, focusing on important concepts to do a really good job of providing customer services and reinforcing them. Think about what the problem is and how to deal with it, always following the rules defined within your organization. Having commitment providing excellent customer services demonstrated by the employees from front line people up to the CEO.

3. Outline some ways of meeting customers’ expectations.
To meet customers’ expectations, you need to make sure you greet them showing you are happy to see them, be present for them whether you are in person or on the phone, letting them know you want to be there for them and pleased to serve them.
Be polite as they will not forget rudeness.
Pay attention to details, delivering what you promised and remembering all the required pieces.
Always thanking them and make sure you never send them on even if it is a service they can’t get elsewhere.

4. What are the important steps of creating a personal vision?
Step one: Identifying your values
Step two: Define your values
Step three: Put it all together

5. Why creating a personal vision statement is important?

It is important as it gives you something to refer to, it helps you keep on track and to be successful. It will help you set short and long-term goals influencing your daily plan. It will also help you achieve your dreams or future plan in life may it be at home or work.
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6. [bookmark: _GoBack]How can we set goals using SPIRIT?

We can do this breaking objectives down into small achievable goals being:
 Specific about what you want or don’t want to achieve.
Rewarding yourself at different points in the goal particularly if it is a long-term one.
Being individual, it must be something you want to do.
Reviewing your progress periodically, checking if it makes sense, if you are stuck and if you need to adjust certain parts of it.
It should be inspiring, fun to accomplish.
Giving yourself a deadline for achieving the goal or even splitting it into small parts, giving yourself a deadline for each of them.
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