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Question 1: 
An internal customer is any individual within an organization requiring interaction or assistance from a colleague to meet their job responsibilities. Internal customer service is, therefore, the service awarded within an organization to a colleague or another department including vendors and any other individual an employee utilizes to get their job done. Having quality internal customer care service means: first: having clear expectations, to ensure that all parties are on the same page. Second, clarity on domestic customer responsibilities, making it easier for them to fulfil their job responsibilities. Third, defined internal customer service responsibilities.  Most internal customer care issues originate from segregation among departments or individuals; defined customer care service responsibilities can help counter these issues. Fourth, discussing priorities, ensuring clear communication between internal customers and the internal customer service providers to understand and negotiate priorities.
An external customer is a person who pays and uses the services or goods an organization offers but not directly connected to the organization in any other way. Quality External customer care service involves consistency, empathy, response time and assurance. Consistency consists of the business having clear, consistent customer care service standards, understood and routinely followed when handling external customer issues.  Empathy relates to the concern company employees offer to customer issues genuinely. Response time refers to handling customer concerns or problems on time. Assurance means guaranteeing satisfaction or similar commitments in service delivery.
Organization culture refers to the general atmosphere within an organization. A Positive customer care service impacts an organizations culture in a positive way and vice versa. Happy and satisfied customers, for example, create a pleasant working environment for the employees and encourage them to work harder since their hard work is appreciated, i.e. better organization culture. Similarly, proper organization values and philosophies positively influence employees-customer relations fostering customer satisfaction and loyalty.  
Question 2: 
There are various advantages of an organization that offers quality service, with the most significant advantage being that quality customer service results in repeat purchases, i.e. customer loyalty. Another benefit of quality customer care services is increased sales. Satisfied customers are more inclined to try the other services or goods the organization offers. Quality positive customer service also ensures a more efficient workforce. Customers, if satisfied, create a positive working environment for the employees. Quality customer service also enhances the public image of the organization. It helps create a brand and avails protection in case of a slip-up in the customer care service. It also provides a competitive advantage. Quality and positive customer service help build a competitive and sustainable difficult to beat business. It also creates a holistic marketing scenario. Positive and quality internal customer service motivates employees to offer ultimate external customer satisfaction creating a whole marketing scenario for the organization's products.
[bookmark: _GoBack] Employee performance evaluations are naturally subjective and as such, may result in poor internal customer care service. To ensure quality and positive customer service when conducting employee evaluations, one should; First, use a unified evaluation criterion for all employees. Second, remove personal biasness from the process. One should also defer assessment if they are not objective. Fourth, reward good behavior such as best customer relations. Fifth, offer positive feedback where appropriate. Lastly, eliminate the friendship factor to avoid favoritism.
