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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. 
	1. What is customer service?
Customer service is the experience a customer receives from a business throughout the interactions they have during the transaction cycle. The way a company attends to the needs of its customers will dictate whether a customer will return, refer or retain the service the business has provided for them. A positive customer experience adds value to the brand perception of a company, as well as recognition for the individuals employed by the company, promoting greater job satisfaction. 
Customer service goes beyond external paying customers, for most business’ will have employees within the business who do not directly interact with the end customer.  They do however service the needs of fellow employees, who are essentially fulfilling the role as internal customers for these employees. 

2. Explain critical elements of customer service.
There are six critical elements of customer service.  The first is a customer service focus, this requires a business to understand who their customers are and what are their basic needs, only then can you can you provide a service that can meet their expectations. At the same time, it is important to implement core values that are important to you and by creating goals around these, you create an identity or philosophy for your style of customer service.
The second critical element is Defined in Your Organisation in the form of standards which outline what they expect from their employees.  These standards will be based on what the customer expects from the business. For example, a customer at a data centre would expect a critical response time to customer service ticket within 5 minutes, realistically the business knows it can only provide a consistent service response time of 10 minutes, so this information is made clear to the customer and the standard is agreed upon in the service level agreement. 
The third critical standard is Given Life by Members of the Organisation, although a business defines the standards, it is the employees who commit to upholding this level of customer service. It is imperative that every employee maintains this standard of customer service, as a lack of consistency could diminish the experience for the customer. 
The fourth critical element requires an employee to Be a Problem Solver, as an unwanted circumstance may arise whereby the customer will expect assistance finding a resolution. Creativity at times can yield the best results, as an open approach to finding a solution, promotes innovation with new ideas. As a result, this can lead to building a stronger relationship or bond between customer and employee as suggestions are contemplated and attempted, during a stressful time together. 
The fifth critical element is Measure it, if you can quantify success by applying a multitude of metrics that are considered meaningful, you can measure it to identify what it is you are doing right and equally what it is that needs to be improved on. For example, the average time a support ticket is open and unresolved, if measured, goals can be set striving to reduce this time.
The final critical element is to Reinforce a strong customer service focus and culture. It is the responsibility of the business to provide adequate and frequent training to ensure the standard and quality of the customer service their employees are providing is constant and consistent with the culture the business is propagating. An example of how this can be achieved is having periodic reviews with employees to discuss customer service performance and if adjustments are required, provide additional training to accomplish this.

3. Outline some ways of meeting customer’s expectations.
Customer expectation will vary due to personal preferences, nevertheless there is a fundamental expectation for all interactions to be positive and thus enhance that customer experience. One way of doing this, is to be polite and courteous, no matter the circumstances or the behaviour exhibited by the customer as an individual employee can represent a company in a positive light even when the service or product the customer has received has left a negative impression on the customer.
Another way to meet customer expectations is being prompt and present, whether that is in person, over the phone or other electronic means of communication.  Being attentive through your tone or body language will show the customer you care and appreciate them. 
Customer will also expect a consistent service, so do not promise more than you can deliver, as a consistent service will set the bar of expectation.

4. What are the important steps of creating a personal vision.
The first important step is to identify your core values, as these will reflect the most important things to an individual. Start by listing 10 values, narrow it down to 5, then 3 core values, allowing the individual to create more focused and achievable goals.
The second step is to define what is success in those values, by creating a barometer for success, it makes monitoring progress simpler. For example, if the core value was to be more productive, you can define the value by stating how much output you expect to fulfil within a set time frame.
The final step for creating the personal vision is to place the 3 defined core values into a single paragraph, bringing clarity and direction to the way one would live their lives by focusing on what is most important to them. 

5. Why creating a personal vision statement is important?
A personal vision statement is the blueprint to achieving long term goals by focusing on smaller manageable daily tasks geared towards an individual’s core values and ideals. The greater the personal importance of these ideals, the more motivated the individual will be to achieve their goals and eventually get to where they want to be in life. 
By putting this plan on paper, it becomes a point of reference someone can look to when tracking their progress towards realizing their goals. It can also act as a daily reminder if placed somewhere frequently visited by the person.
The personal vision statement also highlights the need for an organised plan to achieve smaller goals with daily tasks. Planning tasks allows the individual to evaluate how effective and efficient they are being and if the end goal is still what they want in life.  Because of this, they may choose to tweak their vision statement or goals.
Another reason for its importance is that it focuses an individual to concentrate on only a few important values.  Rather than trying to achieve a little bit of success in lots of things than are irrelevant in the grand scheme of their life goals, the individual will be more successful in the things that matter most to them.

6. How can we set goals using SPIRIT?
SPIRIT (Specific, Prizes, Individual, Review, Inspiring, Time-Bound) is a framework that can be applied when setting goals. 
Goals should be specific and not vague or ambiguous.  The more specific the goal, the more tangible it becomes to measure success, e.g. make £100,000 worth of sales instead of just make a lot of sales.
Prizes as a way of rewarding yourself for achieving milestones at set intervals for a long-term goal, the feeling of pride for achieving smaller victories will keep the individual going as they strive to reach the end goal, e.g. buy yourself a new console game after every £5,000 of sale.
Individuals must want to achieve this goal themselves, rather than be set it or pushed into it by someone else, as the commitment to reaching it will not be the same, e.g. your life partner may want you to lose 10kg in weight, if you do not want to do it, you won’t commit enough to achieve your partners desired result. 
Reviewing how successful you have been, allows the individual to assess which aspects are working and which are not. It also reaffirms if they still believe in what they are trying to achieve and therefore can end up adjusting the end goal accordingly.
The goal should be inspiring and framed positive, something to be proud of and fun to accomplish, e.g. create a large thermometer chart with £100,000 at the top as your sales goal, display it on a wall and colour in the progress as you get closer to the top.
The goal should be given a time frame to be accomplished in. Knowing you have an end date to achieve a task in will drive the task forward at a greater pace, especially if you break down the goal into smaller tasks and have deadlines for each. Take the sales example, you could set yourself a target of achieving £5,000 of sales a week and therefore the time frame would be 20 weeks to achieve £100,000.
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