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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,DEFINE EMAPTHY AND ITS NEED IN COMMUNICTION
emapthy is the ability to understand or share feelings of others which is the customers this is the key do delivering great customer service experience and good communication with them 
2,WHAT HELPS TO REMOVE THE BARRIERS IN COMMUNICATION 
the main things that help us remoave barriers in communication are body langauge we deliver messages through body language and through tone of voice how we speak to customers and how body posture another one is facial expressions how are facial expressions portel how we are comfortable in our role with the customer ,smiling is another one always smile and be ploite to the customers it gives the customer a sense of ease when their shopping within your store .Eye contact is another one make sure you have eye contact with the customer so they know your here to help looking away or at the ground would make them feel ignored and that your not being helpful towards them 
3,WHAT IS THE IMPORTANCE  OF BODY LANGUAGE AND VOICE FOR EFFECTIVE COMMUNICATION 
The importance of  body language shows we are freindly and confident in our role as a customer service agent it means im approachable and im here to help,your voice is important as well to customers a friendly hello and greeting customers asking if they need help with anything makes the customer feel at ease and that your easy to approach for help if they want help with anything 
4,WHAT IS THE DIFFERENCE BETWEEN OPEN AND CLOSED QUESTIONS 
closed questions can be answered in a single word or a yes or no answer they can close a conversation where open questions those where the customer has a chance to explain or how they feel about an issue or offer suggestions to situatations examples of a closed questions are "is it rainning today and the closed question would be no open questions can be examples of "tell me more about your situation","what would you do if you were in my shoes "
some basic telephone tecniques are 
"good morning sir/madam how can i help you today another one is if a customer calls asking to speak to the manager you could say he/she carnt come to the phone right now can i get them to call you straight back as soon as their avaliable take their name and telephone number ,another example is "it was nice talking to you hope you have a pleasnt day"
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