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 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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Answer the following Questions:
	1.
	What is customer service?
Customer service is the service we offer to people who does business transactions with our company. It can also be define as the assistance and advice we provide to people who buy or use our products and services. It can be internal [within the company staff members] or external [those who are paying for the services we offer, e.g. guests who come to dine in our restaurant]. Customer service is very important part of every company, when we satisfied our customers, they not only help us to grow by continuing doing business with us, but always recommend friends and associates to do business with us.
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	2.
	Explain critical elements of customer service?
The following are critical elements of customer service which every company most practice to ensure a good service is offer to they customers.
· A customer service focus: - The orientation of an organization toward serving its customer’s needs. When we have good customer focus it give us the strength we need to make other part of the business succeed. Having a customer focus policy ensures that all aspect of the company put its customers’ satisfaction first. Also, having customer focus usually includes maintaining an effective customer relations and service program.
            
· Defined within your organization: - This has to do with VISION, MISSION and VALUES of an organization, setting targets to be the best in what they do. Our VISION is what we as a company wants to become. This is same question young people ask after school before choosing a career, organizations need to do the same. This is what a company has in mind as a sense of purpose. It forms the way the company goes and direct its future to become the best, the most noted, and the highest in providing quality and most trusted to business partners. MISSION is what we do, is the work of an organization, the type of service we provide. E.g. a clinic mission is to take care of ill people who comes to the clinic for treatment, making sure they get good treatment and attention to ensure they health is back to normal and well. VALUES Shape the culture that is the way people behave toward each other’s. People want more than good behavior; they want to work in a place where cooperation and collaboration are norms. They want also to know their work matters and they will be recognized for it. What enforce the behaviors that employees cherish is Values.

· Given life by the members of the organization: -  This is the commitment a company make to ensure that the Vision, Mission And Values of the organization is adhere to by every individual from the top management to the list person in the organization. I called this SOP, the standard operating procedure of an organization. The way things should done not minding who is carrying out the task. When a company have such standards and keep to it, customer’s satisfaction will be high because there is standard and everyone want to do business with company known for high standard.

· Be a problem solver: - An organization should be a solution to the needs of people who are in need for the service they provide. We cannot be able to solve all the problem of the world but we can do more to see that we provide the needed solutions to the needs of our customers. For us to become problem solvers and offer solutions, we need to apply the basic principle and technics of solving problems and we need to ensure that members of staff in our organization get trainings to boast they ability in solving customer’s problem. To solve a problem we most always apply the problem solving technics which is CREATIVE and CRITICAL thinking method. As a customer service specialist this should be our key to solve problems. We most know when to apply one of this method to get solution that will make our customers happy and relieved. 

· Measure it: - This is very important for organization to measure the level of its service, this helps us to know if we are keeping with our Vision, Mission and Values which we see as our goals and the promises we made to our customers. Everyone is tasked with the responsibility of getting feed backs from customers and this feedback will help the company review its performance and ways to adjust its services to make customers happier. We can do this by creating survey link which we send to all customers after each business transaction or by asking them to comment and give feedback after speaking to them on phone or by email.

· Reinforce it: - This is a way by which a company make sure the staffs commit to following the company’s standards in taking care of customers. This requires the employees to move beyond simple compliance of workplace rules and become truly committed to the jobs they do. We all know that it requires positive reinforcement in the leadership system. Companies need to subscribe to employee engagement as a key to drive company’s profitability. Organizations should make the staffs be engage to the level everyone believe that offering great customer service is part of work place daily work task, people most come to the level of saying ‘’I have to do this because I believe in it’’.
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	3.
	Outline some ways of meeting customer's expectations.
In an organization we meet customer’s expectations by giving them a level of service they expect, it is not a most for us to exceed customer’s expectations always but we have to strive to meet the basic expectations of customers who do business with us at all time. 
· Answering of phone calls – Standards have to set regarding the answering of customers calls, voice mails, faxes and emails. Someone have to answer the phone at second ring and it is the responsibility of everyone to pick the phone when it rings using the standards for greeting and talk to the customer using proper telephonic technics. Voice mails should be set and check at all time to so they will be call back and faxes and emails should be replied at once when delivered using the proper formats and given a proper info to answer the customers quarries.
· Greeting customers at first sight – when customers enter our premises we most make sure we give attention and welcome them with warm greeting calling them by name if we know them by names. A good smile is a nice way of letting someone know he or she is welcome
· Paying Attention and Being Present – our body language matters a lot when we have a customer.  Be it present or on phone how we present our answers make our customers feel we are they for them and this make them more comfortable to do business with us because they believe we care.
· Paying Attention to Details – whenever we make a promise we have to ensure we keep to it as our commitment to make our customers happy. If we promise a call back we have to do it at the right time with positive answers to the need 
· Always thank the customers – is our responsibility to say ‘’thank you ‘’ for every customer because we are to serve them and it’s a pleasure for someone to count on us to assist them. Saying thank Mr. kin is a way of letting him know we appreciate him as our partner in business.
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	4.
	What are the important steps of creating a personal vision?
Creating personal vision helps us to have an end goal in life and when we transfer which life style to our customer service attitude in our place of work it stands our company out from the rest. The only way to get more out life is create a personal life vision, this process allows us to set short and long time goals. When we know what we want in life and set out plans on how to get them will be more successful.
Life vision can be likened to a pyramid, it has to do with the following.
· Daily task list
· Weekly or Monthly task list
· 1 – 2 Years Goals
· 5 – 10 Years Goals
· My Personal/Organizational Vision
Steps in creating Personal Vision
· We need identify our values – this are our common values, the most important values that apply to our daily life both at home and work. It can be a long list at first which we should cut down to the most important which should be the 3 most important values we need in our life at home and work.
· Defining Our Values – we have to tie a meaning to each one of the 3 most values of our life. Personally explaining what each values means to us helps us have a clear of what we want to make of them in our daily life.
· Bring together all the 3 most important values – when you bring the 3 values together you will get a statement to represent your life. And this should be what we have to live our daily life for.
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	5.
	Why creating a personal vision statement is important?
A vision statement describes how we as an individuals or organizations will look like in the future if it achieves its mission. This a very important aspect of creating success story for everyone, be it a company or personal. Vision statements contains information that is realistic, credible, and attractive for our life or our organization In the future. When we have a Vision statement it attract commitment and energizes people. A well thought out vision statement bridges the present with the future while establishing a standard for personal or organizational excellence.
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	6.
	How can we set goals using SPIRIT?
· Specific - Being specific is one of key steps for goal setting. Successful steps for goal setting ensure that one’s goal is clearly defined. 
· Prizes – one should take a time to reward himself or herself, as well as company to its staff member after meeting up a target. Reward yourself at different stages as you work toward the goal particularly if it is a long time goal. If your goal is to set up a home office, then you might purchase a new desk when the office room is cleared out and ready.
· Individual – the goal is personal and something we really want to do. We will not do what others say with passion the way we do the things we admire personally. If my boss manager want me to become a barman and my goal is to a sommelier I will not be working toward that goal.
· Review – we have to set time to review the level of progress we made toward our goals periodically. When we review our goals we have chance to measure it out, to adjust if we are stuck and make positive changes.
· Inspiring – we need to make a positive and open minded frame around our goals. Create fun and happiness alongside the goals. We can create an image of the type of house we dream to have and place them on the wall so we can see it daily and be happy.
· [bookmark: _GoBack]Time-Bound – goals work hand in hand with time. We most give our self a deadline for achieving our set goals. We can split the goals into small parts and give item on our list a deadline. By this we will work within our time frame and will make big success with time.


	3


Customer Services Level1	Brentwood Open Learning College	Page: 1    
                                                               


















Student Statement:

By submitting this assignment, I confirm that this is my own work.



	Student Signature
	
	Date
	




For Tutor / Assessor Use Only
	Total Marks
	

	Marks Obtained
	

	Percentage / Grade
	













image1.png
ﬁ
o R




image2.png
WE e

Ao

g —
F ke
[ - —

B




