Customer Service Representative

Final Exam (66 points)
Directions: Read each question carefully and choose the best answer.
1. Which one of these is not a “Basic Customer Need”?
a.    options & alternative     b. correct information     c. friendliness     d. external cues
2. Of all the communication skills, _____________ is arguably the one that makes the biggest difference.  

a. listening 

b. speaking

c. hearing

d. thinking
3. To see how effective you think you are in practicing good listening techniques, you should participate in a(n) _________________________.
a. IQ Test
   b. Good Listener Quiz        c. Personal Views Test
        d. Listening Awareness Inventory
4. Read the sentence below.
Passive listening is not really listening because there is “noise” in the background.

In this sentence, passive listening most nearly means
a. selfish 

b. ignoring

c. disregarding

d. manipulation
5. The phrase facilitative listening  most nearly means 

a. gathering facts for selfish purposes    b. checking facts     c. understanding fully   d.  selective listening
6. You should be aware that listening includes ______________ factors such as body language and facial expressions.
a. physical

b. non-verbal

 c. listening clues

d. noise altering
7. Read the sentence below.
Biased listening occurs when a person intentionally disregards or dismisses the other person’s views.
The phrase biased listening most nearly means

a. responsive    
b. selfishly gathering facts
 c. understanding fully         d. selective

8. Misunderstood listening is unconsciously overlaying your own ___________ and making things fit when they don’t.
a. interpretations

b. understanding

c. ideas


d. agenda

9. Read this passage 
The interesting thing about customer service is that the characteristics cannot be taught.  Training may provide workers with information about the products or the industry, but it can’t turn an anti-social loner into a people person.  Many companies forget this fact.  Those that do, learn the hard way that effective customer service begins with the hiring process.
In this passage, characteristics most nearly means
a. good product & industry knowledge, friendliness, and problem solving skills
b. knowledge of customer needs, diligent, empathy, and attentive
c. honest & fair, optimistic, creatively helpful, efficient and upbeat
d. all of the above
10. “Flexible Thinking” is a process that is necessary in providing superior customer service because it forces you to think outside of the ________________.
a. triangle

b. square

c. box

d. business
11.  There are 6 steps that you should take in order to “respond assertively” to a customer.  Read the passage below and respond to the question. 
You and a group of friends gathered at a local restaurant franchise for dinner. Midway through their meal, they noticed a mouse dart out between two booths and called the furry patron to the attention of their waiter. The waiter said, "That's cool," and asked what they would like done about it. Eventually, the manager entered the picture and told the diners, "All restaurants have mice whether you see them or not. I can take care of your bill, but there's nothing else I can do about it." Not surprisingly, the patrons left the restaurant in a hurry, never to return again.
As a customer service representative, what would have been the first step that you would have taken to “respond assertively” to the customer?
a. ask them to leave
b. actively listen to the complaint
c. tell them to talk with your manager
d. ask them to call the health department
12. Using same passage above, what would have been the second step that you would have taken to “respond assertively” to the customer?
a. tell them that they are lying to get free food
b. tell them to repeat what they said
c. ask them to leave
d. repeat the complaint and obtain acknowledgement 
13. Using same passage above, what would have been the third step that you would have taken to “respond assertively” to the customer?
a. apologize, if appropriate
b. actively listen to the complaint
c. ask them to make an appointment with their doctor
d. appeal to them to be quiet
14. Using same passage above, what would have been the fourth step that you would have taken to “respond assertively” to the customer?

a. acknowledge the person’s feelings
b. tell them to see their lawyer
c. ask them to leave
d. tell them to talk to the owner
15. Using same passage above, what would have been the fifth step that you would have taken to “respond assertively” to the customer?

a. tell them that they need to get their eyes checked
b. explain the action you will take to solve the problem
c. tell your boss that you are not feeling well and need to leave
d. ask them to leave
16. Using same passage above, what would have been the sixth step that you would have taken to “respond assertively” to the customer?
a. say “leave before I call the police”
b. say “you’re an idiot”
c. say “thank you”
d. say “you should go see a doctor” 
17. The term “customer service” actually means ________________.
a. hoping that everything will work out
b. making sure that people know how to read directions
c. making sure that you lie well enough to keep customers coming back
d. making sure customers are satisfied and will continue to buy the product or services of the company
18. ___________ customers are consumers who purchase goods and services from a business.
a. external 

b.  internal

c. effective

d. good


19. As a customer service representative, “having good product and industry knowledge” means______________.
a. someone who tries to blame the customer for everything
b. someone who is loud and rude
c. someone who knows what they are talking about
d. someone who is bitter and angry
20. As a customer service representative, if you have “problem solving skills”, it means ________________.

a. you will help to find solutions
b. you will think outside of the box
c. you will be creatively useful
d. all of the above
21. Customer service is important because too many negative experiences are going to cause a serious loss of ______________ for a business.
a. knowledge and industry knowledge
b. customers and salespeople
c. outside business and employees 
d. customers and revenue
22.  As a customer service representative, if you show “friendliness”, it means that you want people to feel _____________ and you seem eager to assist them.

a. angry
b. comfortable
c. frustrated
d. silly
23. If a customer comes into the store where you work and asks you a question about an item that is not in your department, what should you do?
a. tell the customer that the item is not in your department
b. tell the customer that you a too busy to help
c. tell the customer that you don’t know much about the product, but you’ll call someone to help right away
d. tell the customer that you have never heard of that product
24. Read the sentence below 

In customer service, there are two roles representatives can take - one is reactive and the other is proactive.  

In the sentence, reactive most nearly means

a.  dealing with the situation when it develops

b.  taking preventative action

c.  being positive

d. asking external customers for assistance

25. Read the passage below

You are a customer who purchased a new mobile phone from a reputable cell phone provider. Several months later, the phone started to malfunction and you sent the phone back to the company for service. The company stated that they would not replace the phone because it showed signs of corrosion on the battery. The phone had 
not been exposed to water, and subsequent calls to customer service were met with the ridiculous excuse that the corrosion was the result of normal exposure to air – but that the company still would not replace it or fix the problem free of charge.

If you were the new employee in the store who had recently completed your customer service training, how would you handle this problem?

a. proactively – by offering the customer a new phone and service agreement
b. reactively – by telling the customer that the phone cannot be fixed because she doesn’t have insurance
c. bitterly – by telling the customer that she shouldn’t waste money on such expensive phones
d. angrily - by telling the customer that she probably ruined the phone and wanted to cheat the company
26. As the __________ of the message, you need to be clear about what and why you are communicating.


a. encoder

b. decoder

c. channel

d. source

27. The ____________ is the information you are trying to communicate.

a. feedback

b. message

c. encoder

d. context

28.  The situation in which your message is delivered is the_____________.

a. message

b. context

c. decoder

d. encoder

29. Read the passage below:
This is why, Hall explained, U.S. diplomats could enter a foreign country fully competent in the native language and yet still flounder from one miscommunication to another, having failed to decode the manners, gestures and subtle protocols that go along with words. And how could they, for the "silent language" is acquired through acculturation, not schooling. Not only is it unspoken; it is largely unconscious. The meanings that pass through it remain implicit, more felt than understood.

In the passage, acculturation most nearly means:

a. the process of adopting cultural traits or social patterns of another group

b. equivalent force or value

c. protected

d. disconnected 

30. Some of the steps you should follow for making ethical decisions include:
a.  identify the ethical issue or problem

b.  list the facts that have the most bearing on the decision

c.  identify anyone who might be affected by your decision

d. all of the above

31. Which is answer is not one of the 5 Non-verbal communication cue roles:

a. repetition

b. confusing

c. complementing

d. accenting

	The role of the ___________ is to encourage the customer to buy the next size up of the product or a more expensive version of the product.
a. cross-sell         b. down-sell             c. up-sell            d. communication




33.  What should you remember about up-selling:
a. do not up-sell during the exchange of money

b. up-sells must be done during the order process

c. be honest with the customer
d. all of the above

34. At each stage of the communication process, there is potential for misunderstanding and ___________.

a. confusion

b. precision

c. control

d. indecision

      35.  The 4 types of work-style behaviors are:

             a. amiable, nice, negative, and dependent

             b. spontaneous, driver, sensitive, and analytical

             c. impatient, expressive, amiable, and driver

             d. driver, amiable, expressive, and analytical

      36.  If you have an amiable work-style behavior, you will be perceived positively as agreeable and dependable.     

             However, you will also be perceived negatively as laid back and ___________.

              a. picky        b. insensitive             c. unsure          d. tough

      37.    If you have an analytical work-style behavior, you will be perceived negatively as stubborn and indecisive.    

               However, you will also be perceived positively as serious and ____________.

               a. organized    b. practical       c. independent      d. verbal
      38.   If you have an expressive work-style behavior, you will be perceived positively as friendly and enthusiastic.

              However, you will also be perceived negatively as over dramatic and ___________.

              a. demanding       b. manipulative      c. critical         d. hesitant 
    39.    If you are a drive work-style behavior, you will be perceived negatively as tough and demanding.  However,

             You will also be perceived positively as practical and _____________.

              a. cautious           b. agreeable           c. relaxed              d. assertive 

   40.     The two sets of work-style behaviors that have the most difficulty are ____________ & expressive and 

               __________ & amiable.

             a. analytical; driver         b. driver; analytical

    41.  In the “Devil Wears Prada”, Miranda illustrated her work-style as a __________ because her appearance   

            was business-like.

               a. analytical              b. expressive           c. amiable           d. driver  
42.  The law of _________________  states that human beings are instinctively driven to return to others the feelings and emotions they give to us.
a. psychological indifference     b.  emotional oppositeness    c. sync personality    d. psychological reciprocity
43. What are the 2 reasons that people fail to keep a job:

a. being late and missing days

b. having a dentist appointment and going to a baseball game

c. having a special occasion or emergency

d. feeling sick and having another job

44.  Read the list of issues below.  Which one(s) may result in being fired from your job:
a. I & IV only

b. II, III, IV only

c. II & IV only

d. I, II, III, & IV


45. “My brother came home from his military assignment last night. I haven’t seen him in a year. He’s leaving tomorrow.”

46. “I want to go to my boyfriend’s graduation.”

47. “I have a dentist appointment.”

48. “There was a death in my family. I have to go to a funeral.”

49. “I have to study for a semester exam.”

50. “I have to go to my sister’s wedding.”

51. “We are having a family get-together.”

52. “I got in a car accident on the way to work and I’m in the hospital.”

53. “My furnace is not working and it is below freezing. I have to stay home and get it serviced.”

a. true
      b. false


 


I. Failure to report promptly (on time) at the starting time of a shift or leaving before the scheduled quitting time of a shift without the specific approval of the supervisor.





II. Unexcused or excessive absenteeism (missing a lot days of work without a good excuse)





III. Failure to observe the time limits and scheduling of lunch or break time periods.





IV. Failure to notify the supervisor (boss) promptly of unanticipated (emergency) absence or tardiness.








Questions 45 - 53


Read the “Reasons Why People Miss Work” at the right.  Determine if the reason is an emergency or special occasion. Record your answer as:


a. emergency    b. special occasion





54.  According to the Interviewing Skills “Cheat Sheet”, employers are looking for people with:


a. ethical workplace awareness b. effective communication skills c. problem solving expertise d. all of the above


55.  Ethics is a group of ___________behaviors principles, standards of behavior, or set of values regarding proper conduct in the workplace.


a. moral         b. good         c. workplace        d. business


56.  It isn’t necessary to prepare before your interview because you can always improvise.


a. true    	b. false


57.  If the interviewer asks you “Why do you want to work here?”, it is perfectly acceptable to say, “Because I know you pay a lot of money and have great benefits!”


a. true    	b. false


58.  You should always have at least two questions that you can ask the interviewer when he/she has finished their portion of the interview.


a. true    	b. false

















 





58. When you are speaking to a customer on the phone, _______%   of what you are saying is the tone of your voice.


a. 14		b. 25		c. 86		d. 75





59. In telephone etiquette P.I.C.T.U.R.E. means:





a. Pitch, Intel, Courtesy, Universal, Reflection, Excitement





b. Picture, Inflection, Courtesy, Tone, Understanding, Rate, Enunciation.





c. Pitch, Inflection, Courtesy, Tone, Understanding, Rate, Energy.





d. Pitch, Inflection, Courtesy, Tone, Understanding, Rate, Enunciation.





60.  Personal qualities that you should have for telephone etiquette include:





a. sense of humor            b. quick thinking           c. flexibility             d. all of the above








71. In telephone etiquette, “I don’t know”, is considered a(n):





a. good idea   b. forbidden phrase   c. acceptable if you don’t know the answer     d. excellent customer service trait








61.  When you a talking to a customer on the telephone, there are 5 phases of the call.  In the 4th phase, you should:


a. greet the customer and tell them your name


b. build rapport and identify the customer needs


c. establish next steps


d. provide the customer with solutions, alternatives, or information


62.  An excellent customer service person will pick of the phone between ________rings.


a. 2 & 3          b. 3 & 4             c. 5 & 6               d. 8 & 9





73.  According to the Interviewing Skills “Cheat Sheet”, after your interview, you should follow-up with the employer by:


a. sending an email   b. sending a letter   c. either a or b    d. neither a nor b








63. A customer buys 4 cups of coffee for $1.25 each.  The sales tax is 9.5%.  How much money does the        customer have to pay? 


        a. $5.95        b. $5.48       c. $5.00      d. $4.95�  64.  Read the passage below:


High school students have a unique opportunity to plan for their high school career and beyond.  High schools should be expected to engage students more in their learning, to connect learning to the real world, and require that each student have a plan for after graduation. This plan may include many options: four-year college, community college, technical college, specialty schools, apprenticeship programs, the military, or on-the-job training.


In the passage, plan most nearly means:


a. an outline of how you will meet your high school graduation requirements and how you will spend the first year after graduation from high school. 


b. an outline of an essay you’d like to write for your English class.


c. a project that you must complete in History class


d. driving directions to get to a party on Saturday night.


65.  The bill at a restaurant is $106.79.  Calculate the total amount that the customer will pay if gratuity is 17% and the tax is 9%.


a. $124.94         b. $136.18         c. $133.81        d. $127.18


66. Your supervisor asks you to mark-up a new shirt by 52%.  The cost of the shirt to the store was $20.        How much will a customer pay for the shirt?


a. $30.40        b. $24.00        c. $36.40        d. $25.00
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