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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:

             Customer service is the role of taking care of the customer's needs by providing and       delivering professional, helpful, high quality service and assistance before, during, and after the customer's requirements are met.
Internal customers are people who work within my organisation but in a different department. 
External customers are people who work for other organisations.

1 The six key elements of customer service are greeting customers, answering their questions, giving up to date information, solving problems, handling complaints and building 
relationships with customers, suppliers and colleagues. 
2 
· Trust – keeping promises, being truthful
· Openness – taking responsibility 
· Honesty – saying what you can do working within the limits of own authority.
· Reliability – being accurate, consentient, knowing where to go for help
· Respect – using courteous and friendly behaviour
           4 Creating a personal vision is to focus on what matters in my personal life it gives me a clear       vison of where I am going. Personal vision is what you want to be, do, feel, think, own, associate with, and impact by some date in the future. It can put me back on track when I get distracted. 3 steps to creating my personal vison is set a time, use my notes on ideas of what I want, what I need to achieve to reach my vison. Seek feedback and re write and share.
            


[bookmark: _Hlk516818884]                 Q2   S – Specific 
                   P – Present tense or becoming present 
                   I – “I” statements
                   R – Reach High: Aim for the Stars and Land in the Sky
                   I – Ignites Emotion
                  T – Timeline and Deadline
I can make sure, I am setting specific goals that are suitable to the company, writing goals in present tense or becoming present motivates my brain with positive visuals. I statements can become reality planning what I need to do, how I am going to make this goal happen. Reach high the goals should be unreasonable, but my action plan steps will be the reality, Ignites Emotion this will ignite my passion in what I do, goal writing will trigger questions I can ask myself if I still have the passion. Timeline and Deadline, following a plan step by step within the timeline and deadline to achieve what I have set out to do.
b. Setting standards is very important this is what the company expects from it’s employees when dealing with customers.  A staff member answering the telephone after 3 rings, returning calls within 24hours. Greeting customers with a smile, good morning/afternoon, make eye contact, use their name at least twice, give customers your name, phone number, email address if these are followed customers feel they can approach you when entering the organisation ask for you in person or by telephone. 
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