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Added Value
The extra, over and above the basic product or service offer.  It can be extra benefits that make a customer happy and keep them loyal.

Behaviour
The way you do things.  You may do things in a particular way because of how you feel, what you want or how other people treat you.  Behaviour can affect the quality in a customer service transaction because your behaviour can affect the way the customer feels. 

Body Language
A collection of expression on our faces and the gestures we make with our bodies. Body language can often tell you more about the way a person feels than what they are actually saying.

Competitor
Other businesses that offer the same products and services you do.

Complaint
When a customer lets the business know that their expectations were not met.  

Contract
An agreement between two parties that can be enforced by law.  

Customer
Somebody who receives customer service from a service deliverer.

Customer Service Charter
A set of standards or code of practice that sets our the standard the customer can expect and what steps they can take if their expectations are not met.

Customer Expectations
What customers think should happen and how they think they should be treated.
Customer Experience
What a customer feels and remembers about the customer service that he/she has received

Customer Feedback
Information about what the customer thinks about the product/service an customer service.

Customer Information
Service providers might collect information about their customers that helps then to deliver effective customer service.  This can be as simple as names and addresses and products and services that have been chosen.  Any information stored must be done in compliance with data protection legislation to ensure information about customers remains confidential.

Customer Loyalty
Customers who return to a business show customer loyalty.  Customer loyalty can be built up with good customer service. Sometimes customer loyalty is rewarded with special offers.

Customer Relationship
A relationship may form after a number of customer service transactions.

Customer Rights
Once someone has been recognized as a customer by the law, they have certain legal rights.

Customer Satisfaction
A feeling that a customer has when he/she is happy with the customer service that has been provided.

Customer Service
All the things a business does to meet customer expectations and produce customer satisfaction.

Customer Service Procedures
Routines and detailed steps a business uses to deliver its customer service. Sometimes there are formal procedures in writing which are used to monitor service and train staff.

Customer Service Transaction
A single exchange of information, product or service between a customer and a service deliverer.
Front Line Staff
The staff that have the most direct contact with customers.
Health and Safety Legislation
Service providers have to ensure steps have been taken to ensure the safety of customers and staff.  Legislation outlines the different responsibilities a business or organization will have regarding the health and safety of customers and staff.

Mission Statement
A brief statement of the main purpose of a business or organization.
Mystery Shopper
A process used to test customer service by having an individual or group access a service or buy a product and share their experience.
Problem 
When the customer service does not meet the customer expectations
Products and Services
Businesses and organizations offer products and services. 
Queue
Where a number of different customers want customer service at the same time a queue (line) may be formed.  How the queue is handled can affect the level of customer satisfaction.

Terms and Conditions
A contact generally places detailed obligations on each party involved and these obligations are described in the terms and conditions.
Testimonial
A written or verbal comment by a customer that recommends a product or service.
Warranty Claim
A customer claim for repair or replacement or compensation for non-performance of  product or service as provided for in a warranty document.
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