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Optimizing e-Learning

Module One: Review Questions

Regular day-to-day, traditional customers
are generally called?

a) Internal customers

b) Competitors

c) Colleagues

d) External Customers

A colleague looking for information would
be considered an internal customer?

a) True

b) False

Anyone who uses a service is a ?
a) Supplier

b) Customer

C) Business partner

d) Supervisor

____is any action you take to ensure
that a customer is pleased with the
transaction on a long-term basis.

a) Point of sale

b) Customer service
c¢) Customer retention
d) Business essentials

When is the best time to provide great
customer service?

a) At the point of sale

b) Pre-sale

Customer Service
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c) After sales service
d) All of the above

6) A security guard in your office can affect
external customer service.
a) True
b) False

7)  Who in an organization provides customer
service?
a) Sales people
b) The owner
c¢) The maintenance team
d) All of the above

8) A person's livelihood, or main source of
income, is referred to in this module as:
a) Peanut butter and jelly
b) Bread and butter
¢) Dessert
d) None of the above

9) A/an_____ provider is someone whose
performance of their role is important to
the overall result for the customer.

a) Internet

b) Health care

c¢) Customer service
d) All of the above

10)  How can ‘word of mouth” affect your
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company?

a) Negatively

b) Positively

c) Neutrally

d) All of the above
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Module Two: Review Questions

Appearance is not important with
businesses that do not have face to face
interactions with customers.

a) True

b) False

What is an easy way to make a customer
feel welcomed?

a) Knowing what they need before asking
b) Smiling

c) Asking them what they want

d) Talk fast so to not waste their time

Which is not a good way to stay energized
at work?

a) Humor

b) Good breakfast

c) Plug into others

d) Quick nap under your desk

Viewing a negative situation as a training
session or a learning experience is a great
a) Be irritated

b) Belittle a coworker

c) Skip work

d) Stay positive
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Customer facing staff need not worry
about their appearance.

a) True

b) False

It is better to show faux positivity than to
show negativity.

a) True

b) False

Customer service means different things to

different people.

a) Being excellent at what you do

b) Looking forward to meeting new
people

c) Taking care of yourself and your
customers

d) All of the above

Plugging into others will keep you
energized!

a) True

b) False

The saying “the customer is always right”
doesn't always apply.
a) Be irritated

b) Belittle a coworker
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10)

c) Skip work
d) Stay positive

What did Albert Einstein mean when he
said: "In the middle of every difficulty lies
opportunity.”

a) Learn from your mistakes

b) Stay positive

¢) When one door closes, another opens
d) All of the above

Module Three: Review Questions

Guessing the customers’ needs is better
than letting them tell you, because?

a) It saves time

b) It saves money

c) Itis not better

d) Customers love guessing games

By listening to the first few sentences a
customer says to you, you should be able
to:

a
b
C
d

~

Ask a good follow up question

~—

Explain how you can help

~—

Identify their needs
All of the above

~

A good shortcut is to judge a customer by

their appearance.
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a) True
b) False

What basic needs should be met?
a) Friendliness

b) Empathy

¢) Fairness

d) All of the above

Customer service is only about giving the

customer what they ask for.
a) True
b) False

What is an example of going that extra
mile for a customer?

a) Informing them of a special

b) Learning a customer’s dislikes

c) Writing a thank you note

d) All of the above

The first step in improving customer
service is to determine what customer's
a) Think special

b) Dislike

c¢) Value

d) All of the above

Once you have identified customer needs,
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10)

a) Inform them of a special
b) Leave them alone

c) Meet their needs

d) None of the above

The advantage of having good instincts will

be clearly evidenced by __

a) The customer’s return

b) Sales

C) A customer’s appreciation
d) All of the above
ltcanalsobe _ to be too quick off
the mark in terms of identifying a
customer’s needs.

a) Informative

b) Negative

c) AandB

d) Neither A nor B
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Module Four: Review Questions rdag) ) Bas o) daal e
1) People who have been in business for a O 82 gl (e 3yl 4 jlail) Jlas W) (815308 ol ) (1
while know the value of =

deall Ge 2340l ()

el 8252 (2

a) More work Ll e B (.

b) Return business Lea¥) e a3l (3

C) Less money
d) More stress

2)  Experts believe that it costs at least JAY) e QalSy aaa eDlae ada o ol ) aiay (2
___times more to attract new Gl hand) Jlo Blaall 43S, L “"lj"‘*“
: - Lead (I
customers than it does to keep existing ) (
ones o (=
= e st (z
a) Five aly (2
b) Ninety
c) Fifteen
d) One
3)  Customers want to feel . s o s b (3
a) Confused Aa (]
b) Amused S ((“"’
. o (7@
c) Appreciated a2
d) Motivated
4)  Customers will keep coming back if ___. 13} 83 gl (8 o Blaall e (4
a) They feel forgotten about Ospie pels osonty (|
. . . Loty el Laies Lalaial jelas
b) You show genuine interest in keeping Al PR e (("_’
in touch with them 2 €
peril (2

¢) You bribe them
d) You follow them
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The fact is that a little bit of _ work
can make a huge difference to the way
your business retains customers, and
attracts follow-up business from friends of
the original customer.

a) Follow-up

b) Nerve

c) Flattery

d) Bribery

Any customer who feels that they have
been given exemplary service will be like a

walking for your company.

a) Ragamuffin
b) Namesake
¢) Billboard

) Fan

o

After the sale
forms.

[ —

can take on many

a) Service

b) Communication
¢) Transactions
d) Employees

Customer

should always be taken
seriously.
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10)

a) Paydays ¢4 (2
b) Wallets gl (o
c) Complaints

d) Moods

To be taken seriously, to be listened to, to  Jsaaly casiad o el adinsy Of canll dase e 3255 o (9

e dedi Ay e Al e
Jaandl (§sin de yi (]
I e (o

) i e} (
b) Declaration of independence el 5 lsesl (2

be respected, and to a receive a quick
response all comprise the:
a) Customer's bill of rights

c) Emancipation proclamation
d) Louisiana purchase

If you don't know the answer to a felle g ¢ draadl Jlpw e A G a3 Y @S 13 (10
Y JsE ol caag 1Al a0 (1
(S Gy STy AlaY) Capad Y el Jpandl il (o

. b leBY e e (2
b) Tell the customer that you don't seall Uiy il Y1 (2

customer's question, you should?
a) Explain why you have to say no.

know the answer, but you will find
out.

c) Offer to show proof.

d) Acknowledge the customer's
feelings.
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Module Five: Review Questions ) Bas gl daal
1) ___ interactions provide a great ohenll e Ao (Ul dghe dap lleldl (1
opportunity to build rapport with dﬁ\ (
customers. u:?_: ((Z
a) Fewer b sl O al (o

b) In-person
c) Follow-up
d) Medieval

2)  When you talk to a customer in person,  “hd @il e deasd daadd duee ) GaadiLaxie (2

yougetconstant___  both ol 2a e 4kl s
verbal and nonverbal. =4l J{z (!
a) Feedback gs;\—:jﬂ\ ((Z
b) Aggravation AL (2
c) Complaints
d) Crying
3) Itis vital to keep a sense of el e Blaal) (5 55 pall e (3
whenever you deal with a customer. ) LS
a) Dignity d‘u\ (=
b) Courtesy j: ((GJ
c) Pride
d) Distance
4)  No matter how urgent the work you are (e (S Lo el Slale 45 0688 Al Jaall GIS Legs (4
doing is, you have enough to S ‘—’“"‘“—
speak to the customer. M';j: (S
a) Guts e ('G
b) Time e (3
¢) Knowledge
d) Nerve
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5)  For many companies, Dy ¢ QS AN e el Al (5
__ issomething that is the W ae JuaiVl (S Y panaiie o Al s
responsibility of a dedicated oSS 2l sl ) ij%i‘ du}j -~
department which can only be ;)g\ u:: (i
contacted by telephone, post, or email. Osaall s pad) (2
a) Customer service Ot o dbasdl (o
b) Someone else
c) General managers
d) Former employees

6) Being able to provide customer service LS o beadd o Dleell dada a8 e 3,08 (6
in personis ___ for companies. ey (l
a) Unnecessary ‘*5”); (=
b) Essential -~ (g
¢) Not
d) Fun

7)  Use body language to your ___ : hpalall Al dad aaaiil (7
a) Advantage e
b) Liking J‘Aj ((“'_’

c) Tastes :ij ) (Ca
d) Disdain

8) The way you conduct yourself in the OST 5l Jiae 3 gn g 8 i Ly i Al A5yl (S5 28 (8
presence of a customer may well have el Al oo gl n ST L —LA‘
more impact on their______inyou, - e‘:j (S
than anything you say to them. Y 4mila (g
a) Confidence syl (3
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b) Mistrust
c) Antitrust
d) Confidentiality

9) _when a customer is speaking to e Cnyleve (9
you <l ()
a) Yawn ‘é" (=
b) Cry e (e
SN C
c¢) Nod
d) Sleep
10)  Which is not a type of body language? faall Bl g 58 e o s (10
a) Eye contact Gl Joa¥ (1
GlelaY) (@
b) Gestures i ,‘ (s
: alld L) (z
¢) Nodding off Cadgall (2

d) Posture
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Module Six: Review Questions rdcialad) aa gl) Aaa) ya

1) Body language becomes ____ as el L) 3 e AWEN|REY gl (1
soon as you pick up a phone. uw'aj (!
a) Mute Gt (2
b) Paramount -
Sl C
c) Irrelevant
d) Important
2)  The success of your interactions depends Sl el sl e Ly a5 JalS JS5 SBle s #las adtay (2
almost entirely on your @B Jelaall ()
O gaall dars
and your choice "A e (=
of words P Al (2
| ol dss (2
a) Outward appearance
b) Tone of voice
c) Direct orders
d) Sleep schedule
3) A customer service department will do the e alee e SV 6 5all e Dleal) dadd aud 4 i (3
bulk of their work over the il (I
glardl Acla (@
a) Phone < (('
»% (z
b) Lunch hour By (CJ
c) Boss
d) Chatter

4)  While conducting business over the phone =3l paiall  Elel ye 4y )l Jue¥l ¢l ja) <Ll (4

the personal element from Ay slea¥) GAN 52 0o 0SS 3n ) e Dlanll a0
. : 45 k) o YL Al 5 5 Y
customer service to a large extent, it ARl e 5 edl o )“ 7"4
: . o=
would be inaccurate to claim that there ) (o
isn't an advantage to doing things this dik (z
way. O (2
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a) Enhances
b
C

d

~—

Improves
Removes

~—

Behooves

~—

to this way of doing e o el plall L 48, Ll o3ed dpulud) (5
AR e Ll )I\S\ O s e Wil Lulall o ddéay CL«»J\
Lo Lo yadd L) Caaadl)

The main

things is that there is no allowance made
for the fact that people are almost always

. bl (\
more reassured by speaking to someone el (o
in person. Ggad (z
a) Cause Bl (s
b) Disadvantage
C) Fear
d) Advantage
The body language we use when tryingto A&l Lglakall J85 4 glaa 2ie Lgaadin il auall 421 (6
transmit reassurance and confidence e (
_______oncustomers being able to et (<
el (a
°ee e Glada¥l (s
a) Requires
b) Resists
c) Relies
d) Reforms
Customers ___acourteous, helpful leay o shaty Ladie Bade g A3 Alainl clud‘\ (7
response when they call your business. &s (!
a) Expect f‘“’ (<
b) Lack ;’Zﬂj‘ ((GJ
C) Reject

d) Perpetrate
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8)  Proper phone etiquette involves all of sl o2 IS e (g shahy arludl Canledl 1T (8
these except: o5 ] le A GGl e il e HaY1 (1
Cailed) e )l 8 A8l Slialae oled) (o
_ Lai ey alal) (g sl Catled) il il ) (e i (2
ring at the latest el o Ll e
b) Ending your previous conversation O sheas 13 7 8 i gl Josial) ellac] (2
before answering the phone

a) Answering promptly, on the third

c) Checking your cell phone text
messages while on the line with a
customer

d) Giving the caller time to explain why
they are calling

9) Ifyouneedto transferacall, AL da sl cas13) (9
what you are doing. G“‘-’ (
a) Forget u’“’\ (<
b) Regret _L'.i?j ((GJ
c) Explain
d) Sustain
10)  When you end a call, let the Nl aln g dallKa el wie (10
hang up first. QA Jias (I
a) QA representative > (<
b) Manager G@jﬁ: ((GJ

¢) Customer
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d) Land line
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Module Seven: Review Questions

D)

A growing number of customer
interactions are taking place

a) Outside

b) At home

c) Online

d) Somewhere

____ people in particular prefer to do
too much of their business online rather
than in person.

a) Older

b) Middle aged

c) Younger

d) Wiser

Online interactions have

a) Limitations
b) Power

C) Expectations
d) Implications

customer service

To provide
online, you need to understand what
works and what doesn't work, and how
to make the most of the tools that are
available to you.

a) Mediocre

b) Excellent

¢) Optional

d) Lackluster

sdaglud) Bas gl daal ya

oAt eSlaal e lal) e e 22e Slia g (1
s
Gl (@
Y e (2
Ol (2

oo AL Gasadllas o palasY) dad (2
e ISy Gl i Y1 e aellec

a3l (i

Al (e

Jac (2

Ly e el (2
3 gl (T
38 (@
s (2
DBV (a
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____communication is usually ool aaina B € G alhil o 5 8 Jeal gl (B
the preference in today's society. sl (0
. N e e ..\
a) Electronic téﬁ\ ((“"'
b) Tectonic uﬂ.u).u (i
c) Symbiotic
d) Bionic
Which is not an advantage of email? Cts AT 2,5l 8 500 ool (5 (6
a) Convenience Ess (!
b) Speed e (("’
: el (z
c) Personality G (s
d) Cost
There is a body of opinion which holds laa s (s 3ol O s ) TN (e A sane cllia (7
that email isa very ___ and cold el 5l 83l A8 5k —
. . .o \
way of communicating. T ((
a) Impersonal ? Ssl ('G
b) Personal S Al (3
C) Fast
d) Minimal

A telephone conversation leaves us e laie Y1 L &l g dadila Dolas (8

relyingonthe ___in ourvoice to Gzl (i
' i i Ltll
give the correct interpretation to the osladl) (@
d ol e (z
words. Ptk
a) Inflection

b) Sleepiness
c) Bass
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10)

d) Squeals

With the massive changes that the

has/have brought to many of
our lives, it is entirely unsurprising that it
has brought another substantial change

— that which is wrought on the English

language — and most other languages

too.

a) Children

b) Teenagers
C) Internet

d) Government

Not so long ago, pretty much no one
blogged, absolutely no sane human
being tweeted, and the word

was unknown.

a) Etiquette

b) Poetic

c) Netiquette
d) Wealthy
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Module Eight: Review Questions

D)

One of the hardest challenges customer
service staff face is dealing with
___customers.
a) Many
b) Difficult
c) Friendly
d) Forgiving

The job of a customer service provider is
to__ that customers will be angry
or upset at times.

a) Deny

b) Ignore

c) Accept

d) Reject

The first step in doing this is to:
a) Start an argument
b) Ignore their concerns
c) Try to solve their problem
d) Roll your eyes and call a supervisor

Very often, anger arises as the result of a

a) Sales

b) Discount

¢) Misunderstanding
d) Whim
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Customers do not want your

a) Job

b) Sympathy
c) Money
d) Bills

Your job when dealing with the inevitable
angry or upset customer is to
a) Stay clear of all customers
b) Stay under the radar
c) Ensure that the issues are dealt with
promptly
d) Call a manager, not your problem

___that you will have to listen to
some ranting.
a) Regret
b) Accept
c) lgnore
d) Apologize

It stands to reason, as a result of the
circumstances, that the customer will
display signs of _towards you
initially.

a) Contentment

b) Trust
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c) Anger
d) Ambivalence

9)  Ask questions about the ____ , to B {IRENLREH U Js> Abid 5kl (9
demonstrate that you are taking it 2l deas e
0
seriously. wda (
) Weather Pl (=
a SN
- s (e
b) Family e (o
c) Problem

d) Government

10) Beginto__ asolution and explain Jpeall ga Lo = pi5 da &b ) ‘(10
what that is to the customer. J“s (!
a) Subjugate iﬂ (=
b) Approximate T (€
oG

c¢) Formulate
d) Obligate
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Module Nine: Review Questions

Providing great customer service does

not mean that you have to put up with
____, intimidation, or vulgar

language from customers.

a) Customers

b) Managers

c) Threats

d) Coworkers

If customers are out of control, you
need to

a) Alert the media

b) Take over the situation

¢) Run for the hills

d) Respond with laughter

Showing anger, for many people,
involves expressive themselves using

_ language.

a) Sweet

b) Foreign

¢) Vulgar

d) Klingon

Thereis ___ inallowing a customer

to use mild profanity without passing
comment on it.

a) Reason

b) Danger

¢) Fiction
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d) Humor

___are never nice to hear, el e Ladie dala ¢ 131 agelan Cashalll (e (5
particularly when we feel that they are et (el e O la
Ak ()
underserved. Z& ( (
-
a) Insults Qs (z
b) Compliments cldel (s

c) Jokes
d) Announcements

Very often an insult will be

OsSm Ala) La ) e LES LA (6

by what you are rather than who you BEUIN(

are el (=
. Aidlles (2

a) Warranted ..

e (3

b) Ignited

c) Prompted

d) Hidden

Customer service agents are not paid to

listento 3 J\q% (I
Yl («

a) Management ukf (-
Jal (z

b) Abuse clailall (o

c) Gossip

d) Rumors

One frequent outcome of insults being
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traded is thatthings___ toa Aealse JSlmle ) sl
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more confrontational pitch. i i ((
=
a) Escalate CTS
o8 (z
b) Lessen aallaa (2
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10)

c¢) Cower
d) Manipulate

__and physical threats from angry

customers are serious issues.
a) Veiled

b) Legal

¢) Ridiculous

d) Frivolous

Do not attempt to offer your own

____of the legal issues involved.

a) Lawsuit

b) Claim

C) Interpretation
d) Hand
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Module Ten: Review Questions

Greet customers witha __, eitherin
person or on the phone.

a) Handshake

b) Pat on the back

¢) Discount

d) Smile

How often should you be helpful, even if
there’s no profit in it?

a) Hourly

b) Weekly

c) Always

d) Monthly

When dealing with a customer you should
generally do what?

a) Listen more than you talk

b) Talk more than listen

c) Make the customer feel inadequate

d) Interrupt when the customer is wrong

Make customers feel important
and

a) Appreciated

b) Annoyed

¢) Disrupted

d) Confused

When discussing a big sale, the more
complicated the better.
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10)

a) True; it will help boost sales
b) False; always make things easy

Giving customers a little more than they
expect, will make them feel what?

a) Your product is cheap

b) You are incompetent

¢) Nervous

d) You care about their business

Know your ___
a) Product
b) Customer

c) Company's legal status
d) None of the above

Don’t make customers feel _
a) Cheap

b) Incompetent

¢) Nervous

d) Inadequate

Think about how you can make every
transaction ___ , for customers.
a) Fast

b) Effortless

c¢) AandB

d) Neither A nor B

If employees are treated with , they
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will be more likely to treat customers the Akl ey ¢Sl ) lalay
same way. dad (!
. . I sy «
a) Consideration ¢ Pyi E '
@ z
b) Respect SYSIY (o
c) AandB

d) Neither A nor B
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