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Unit J/506/2132: Principles of Customer Service

Activity 3 – Understand how to Deliver Effective Customer Service (AC 3.1, 3.4, 3.6)
Complete the questions below on the delivery of effective customer service.
1. What are the key differences between customer wants, needs and expectations?

………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………
………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

2. How do you behave in a way that meets customers’ expectations? ………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

3. Why is it important that you follow up actions and keep promises made to customers when delivering customer service? ………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………
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