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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 service you provide to your customers internal or external, such as good communication, paying the client on time or having a friendly approach to them. Happy customer happy worker.
2) Explain critical elements of customer service.
2.1.) A customer service focus – is meeting the customers’ expectations not always exceeding them.
2.2.) Defined within your organization- Ensure that your service to all of your customers is exceptional and you will be recognized as the person that will ensure all customers are treated with the same respect across the board.
2.3.) Given life by the members of the organization – The people that interact with the customers within the business are the face of the business. They are the most exposed and set the reputation for the rest of the business, if they provide a human nature to the situation such as a friendly face, helpful individual that pays attention to the customer. You give a human side of the business through customer service which is one of the key elements that keeps people coming back.
2.4.) Be a problem solver - If you do not know an answer to a question ensure the customer that you will either seek further advice to help them, or redirect them to the correct person/department.
2.5.) Measure it – Ensure that you ask for feedback from your customers ensure that you are still providing what they need. Make sure your customer service is providing a minimum service that is still up to the same standard as your competitors.
2.6.) Reinforce it – Once provided with feedback make sure it has been taken on board and that you adjust your service. If the customers have expressed waiting for an unacceptable amount of time, ensure you do something to rectify the situation, by either hiring more people or providing the customers with appointments so they are not waiting for someone to become available. 
3) Outline some ways of meeting customer’s expectations.
A way of meeting the customers’ expectations is by regularly asking them for feedback as to what they expect from you, such as always have someone answer the phone within 3 rings during the open hours of the business. It is also ensuring you let them know your standards and being honest with these standards will ensure the customer knows exactly what to expect and won’t be let down. Every individual customer be it external or internal knows that you are not their only customer, but that does not stop them wanting to be made to feel like they are the only one. Ensure your customer has your attention and that they are special not just a number or a pay cheque to you. Make sure they feel welcome and wanted, customers don’t want to feel like a burden to you and will want to be greeted warmly and that you appreciate their business.
4) What are the important steps of creating a personal vision?
The goals you set yourself have to be beneficial to work and to home life, this helps you focus on them together and you can improve your everyday life with work life at the same time. This way neither side suffers if you focus to much on one aspect of your goals. You need to identify your values, so what you want to achieve, then define them, really focusing on what are the key elements that you want to achieve. Such as I would like to progress in my career, instead define and state you want to progress in my career in marketing. This is specific and helps you stay on track rather than having an open-ended goal. By defining your goals, you can set a full plan as to how to reach them, if you do not, you may be trying lots of different paths to reach the targets you have set. This takes up valuable time and will make your short-term goal become a long term one.
5) Why creating a personal vision statement is important?
Creating a personal vision statement is important as you are more likely to stick to it, you have a higher success rate if you know that you have to stay committed to the goals that you have laid out. You can also re-visit them, adjust them or keep track of your progress. Setting goals in life and not writing them down you can forget what you’ve set in the first place and will regularly change without realizing you have. If you keep changing a goal that you have you will never achieve it and this will make you feel like you are not achieving the goals you set in life, giving you less life satisfaction. You have a higher chance of achieving your goals if you commit to them helping you succeed. 
6) How can we set goals using SPIRIT?
Setting your goals using SPIRIT will ensure you create achievable targets and that you know exactly where you want to end up. You make your target specific such as instead of stating you want to become a manager one day, state which area you would like it to be in. The process may be short or long but you need to stay motivated by rewarding yourself at key milestones in the training or experience you need to gain to achieve the end goal. Such as treating yourself to a holiday after a year of training or completing a course that will aid you in the process. You have to make sure that becoming a manager is what you want to do as an individual, if it’s for someone else’s benefit you will not commit to the end goal, nor will you be able to keep up the motivation to stay on track and not give up. Review the goal and the plan frequently, a lot can change in 3 years, such as becoming a parent or having other commitments personally or from the business. If you were training and set your end goal being the manager of the marketing department you currently work in and the business goes bust. You no longer have a plan set in place and will delay you as you will need to find another job in that area. They can also become irrelevant to yourself, what if you decide to travel and find another passion and you no longer want to be a marketing manager. Keeping on track of your goal is reviewing regularly and ensuring all of the plan is still relevant and viable.
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