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Optimizing e-Learning

Module One: Review Questions

1) Which of the following is considered to be
customer service?
a) Cashiering
b) Inventory
c) Repairs
d) Customer concerns

2)  Which of the following is considered to be
customer support?
a) Cashiering
b) Product delivery
¢) Product ordering
d) Installation

3)  Which of the following would participate in
customer support?
a) Agents
b) Team leaders
c) Managers
d) All of the above

4)  The first group of agents the customers
usually encounter is known as what?
a) Managers
b) The front line
c¢) Team leads
d) Customer specialists

5)  Which of the following is a team metric?
a) Individual task completion rates
b) Cashier/customer relations
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10)

c) Overall response time
d) Turn-over rates

Which of the following is an individual
metric?

a) Customer interaction time

b) Company safety records

c) Store sales

d) Problem resolutions

Trends today typically focus on what?
a) Face to face contact

b) Electronic support

¢) Voice/telephone

d) First class mail

Which of the following is considered a
customer service?

a) Product price reductions

b) Mail in rebates

c) Utilizing social media

d) Maintenance/installation appointments

Customer service is a(n) field that

involves assisting customers in a range of

Issues.

a) Customer

b) Employee training
c¢) General

d) Assistance

Customer service is designed to focus on

the
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a) Problem
b) Customer
c) Technology
d) Training
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Module Two: Review Questions PAE Baa sl) Aaal e

1) Customers can be challenging when they #1358 585 Ladie Lot 1536, o o Deall oSy (1
are what? e (!
. e ‘ )
a) Angry ﬁ“ (('
A (2
b) Rude .. -
Gl dS (2
c) Argumentative
d) All of the above
2) Itis important for employees to know #3158 ymy o (aila sall agall (10 (2
daals e Slaall 71 A) duS (@
a) Local emergency phone numbers Z\AMA\AAL:J\ ng\ i (('
: #haall pos JEI) ex (2
b) How to eject unruly customers 5 shll iyl Sl (o
c) All forms of customer support available
d) Emergency response policies
3)  Whatis considered a crisis? i)l Liny 3 L (3
a) Security breach o aox (!
. . Laiay) J il Jal :
b) Social media feedback oo :j:j Ltj@it: ((g
. 2 () X z
¢) Harassing phone calls Al il (o
d) Change in competition
4)  Itis suggested that every company have i )l Cogan Alls b Le Leual 4,8 JS o 7 55 (4

what in case of a crisis?

a) Emergency savings fund

b) Backup staff

c) Backup information system
d) Crisis communication plan
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5)  Itis important to do what first when you ¢RI K81 5 el (68 Ladie J51 8 Le Jadi G agall 00 (5
have a ticket backlog? 25l e Y B Ll en s (]

‘ ' oAl SIS ol Jaa) i (g 0l oS5l Alendl (2

b) Alert the appropriate supervisor 3y Jaaall e 30 (o

c) Allow the backlog to reduce before

a) Put all issues on hold immediately

entering any more tickets
d) Respond to the customer with a
confirmation

6) Customers want to feel what when they 95,835 () gaay Ladic 13y |5 oy of ¢ Dkandl 3y 3 (6
submit a ticket? el (I
a) Acknowledged =0 (=
b) Vindicated g é}:j ((GJ
c¢) Powerful
d) Doubtful

7)  Itis suggested that agents should do what feSlanll ABle eled) 2ie 13le Jadl () cang oIS O 2 sy (7

when ending a customer relationship? G e A, O pom af (]
el (@

GSSAl and () de jun Bl Aa) (7
VLAY (e e R (2

a) Stand firm that company is right

b) Apologize

c) Quickly refer the customer to complaint
department

d) Stop further communication

8) Itisimportant to not do what when ending frand) A8Dle olgd) ie alad cang Lay alidl) aae agall (4 (8
a customer relationship? Jise¥) ala il ()
ie | (u
a) Refund mone - '
b)) Apologize ' e A gl B A (e
Poieg psll s (2

c) Refer business to a competitor
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d) Pass blame

Customer support can present a wide
variety of challenges to both the company
andthe

a) Managers

b) Customers

c) Employees

d) None of the above

should always be a top priority
iIn any company.
a) Training
b) Customers
c) Money
d) Managers
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Module Three: Review Questions

AN Sas gl dxa e

1) Conversational style emails use what? o aladin) Balaall Jaad g S ol Jila (1
a) ”|” e (‘
b //Weu u;-\ -
) " " "uﬂj" (G
c) "Our G le S (2
d) All of the above
2)  Conversational style emails are considered 913k ST &kl Jaai g SV &g pall il it (2
more what? 523 (!
a) Friendly e (=
b) Impersonal e (e
P i e (2
c) Trite
d) Casual
3) Scripted and automatic emails should still JI Y Alalill 5 dpatl) g SV a5l Jile ) 0585 O e (3
be what? ?“L‘“
e ()
a) General £ ((
= (<
b) Formal e
& (z
c) Personable sl (3
d) Conversational
4)  Scripts used in an automatic email should 9 A 3 5l (8 daadiiall dpaill gal il (5585 O ey (4
be what? 13k ek
) > b
a) Standardized h’{ ((
. anadi (¢
b) Customizable 25l il (2
c¢) Form letters i (o
d) Individualized
5)  Emails cannot convey what to customers? 9o Sand) ) Lo 3 SV 2l Jilay Jasi o (S Y (5
a) Situation e (!
b) Tone Aael ((“"’
e (g
c) Intent il (o

d) Response
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Explain information carefully in an email,
but don't be what?

a) Insulting

b) Knowledgeable

c) Friendly

d) Helpful

Use email results as a tool to do what?
a) Place blame

b) Award achievement

c¢) Contact customers

d) Improve support

Email results should help accomplish which

of the following?

a) Increase profits

b) Creating new customer support
methods

c) Highlight employee mistakes

d) Highlight problem customers

When email was first introduced, it was
viewed asan _____ way to contact family
and friends

a) Informal

b) Casual

c¢) AandB

d) None of the above

It is important for companies to keep to
keep their emails -
a) To the point
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b) Formal (D)
¢) Professional Cigall
d) BandC o=
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Module Four: Review Questions sAag) 1) 3aa gl Azl se

1) Texting can be a convenient way to T3] sy ol 5l Ay o Bl 5 (0585 O (S Al S

communicate because why?

a) Cheaper

b) More attention grabbing

C) It can be done 24 hours a day
d) More demanding

2)  According to the lesson, what percent of
customers will call customer support?
a) 5%
b) Fewer than 20%
¢) More than 70%
d) 90%

3)  Where can a texting application be
obtained from?
a) Inhouse IT
b) IT manager
c) Brick and mortar store
d) Mobile marketplace

4)  Text apps offer what kind of features?
a) Photo messaging
b) Contact storage
c) Various fee plans
d) All of the above

5)  Which of the following is alright to text?
a) Personal communications
b) Passwords
c) Company address
d) Account number
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Which of the following should not be sent
through text message?

a) Customer social security number

b) Company phone number

¢) Customer address

d) Product pricing

Why should professional texts be kept

short?

a) Have shorter reading time

b) Texting allows limited number of
characters

c) Allow for easier responses

d) Are received faster than longer
messages

Which of the following is not considered
professional text content?

a) Deadline dates

b) Company addresses

¢) Training clips

d) Funny cat videos

What does SMS stand for?
a) Short message service

b) Social media support

¢) Short media service

d) Social messaging support

has/have become one of the most

convenient ways for people to
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communicate.
a) Email

b) Landlines

c) Texting

d) Postal service
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Module Five: Review Questions

D)

Personalization of the webchat is
a) Not allowed

b) Recommended

¢) Frowned upon

d) Not technically possible

Which is an acceptable way of
personalizing your webchat?

a) Cute chat name

b) Cartoon screen templates

c) Use your real name for a chat name
d) Address all customers by “dear” or

"

"hon

The use of apps and software to
communicate with your customers is

a) Ever changing
b) Acceptable

¢) Varied

d) All of the above

Communicating with the customer via the
internet is

a) Too experimental

b) Not secure

c) Not acceptable practice

d) Ever changing

Real time support software is
a) Useful to the customer
b) Expensive for the customer
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10)

¢) Justatrend
d) Not available to businesses

Customers tend to webchat?
a) Avoid

b) Hate

¢) Misunderstand

d) Appreciate

Etiquette for webchat is
a) Less professional

b) Less respectful

c) More professional
d) More gray area

Why is it hard to communicate through
email?

a) Internet is slow

b) Apps are slow

¢) Receiver cannot view

d) Receiver cannot interpret sarcasm

Webchats are also referred to as
?

a) Texting

b) Sales

¢) Live chats

d) Communication

Webchats offera __ experience for the
customer.

a) Personalized

b) Professional
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c) Pampered G Laa g 2 Y
d) None of the above
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Module Six; Review Questions

D)

Multi-channel apps provide different forms

of communication with
a) Executives

b) Creditors

c) Stockholders

d) Customers

Which is not a multi-channel
communication option?

a) Email

b) Text

¢) Television ad

d) Webchat

Why should you use a multi-channel app?
a) It's bundled

b) It has many options

C) lItincreases relationships

d) All of the above

Multi-channel apps can decrease

a) Profits

b) Customers

c) Customer complaints
d) Sales
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is often a reason a company
does not invest in multi-channel
communication apps.
a) Cost
b) Customers
C) Reputation
d) Inconvenience

is necessary and costly when
implementing a multi-channel system.
a) Servers
b) Cloud service
¢) Dedicated IT department
d) Online security measures

What is considered when choosing a multi-
channel app or software?

a) Sales

b) IT department preference

¢) Company location

d) Cost

What company would be more likely to opt
for a multi-channel communication
system?

a) Denture company

b) Sports equipment

¢) Mortuary services

d) Fast food restaurant

What is the benefit of multi-channel
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10)

platforms?

a) Maximize customer support
b) Use many websites

c) Marketing

d) Accounting systems

Why do customers prefer having multiple
options for support?

a) They understand the process

b) They don't have to make the decisions
¢) They don't like to talk on the phone

d) Their wait time is shorter
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Module Seven: Review Questions

D)

Support ticket apps are used in which
department?

a) Accounting

b) Customer support

c¢) Maintenance

d) Human resources

Support ticket apps attach to a
ticket?

a) Prices

b) Hours left open

c) Customer’s spouse’s name

d) All actions

Why is a support ticket app useful?
a) They are cheap

b) They are simple

c) They streamline the process

d) They replace employees

Support ticket apps can track
a) Ticket times

b) Customer satisfaction

c) Product safety

d) Product lifespan

What is a “con” to a support ticket app?
a) Time

b) Cost

c) Employee training

d) Difficult installation
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10)

Support ticket apps are geared towards
companies.

a) Small

b) Off the grid

C) Larger companies

d) Food service

is one of the main concerns
when choosing an app?
a) Producer
b) Cost vs benefit
¢) Installation time
d) Number of options

Whose opinion would be useful in deciding
on a support ticket app?

a) A customer

b) An IT manager

C) A customer support manager

d) All of the above

Support ticket apps are similarto_____.
a) Complicate systems

b) Multi-channel apps

c) Diversified systems

d) Reorganized systems

How can ticket apps simplify the tracking
process?

a) By offering better deals

b) By allowing everyone to see the
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C) By printing out copies
d) By attaching all involved
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Module Eight: Review Questions

D)

What should be documented?

a) Product rebooting

b) Cost vs production of product
c¢) Shareholder returns

d) Accounting logs

Documentation should be
a) Short

b) Bi-lingual

¢) Detailed

d) Copyrighted

There are _ tools to aid in
documentation.

a) 1-3

b) Many

) One

) 2

o 0

Which is a tool app for documenting?
a) Multiple copies

b) Multiple users

¢) Blurred information

d) All of the above

Preparing the documentation refers to

a) Editin
b) Revising

c) Simplifying
d) All of the above
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10)

Documentation should be ?
a) Overly detailed

b) Vague

c¢) An outline

d) Simple

Retaining documentation involves
often.

a) Purchase

b) Pricing

c) Publishing

d) Portioning

Publishing can easily be accomplished with

a) Software/apps
b) Paper/pen

¢) Market/demand
d) Binding/printing

What is often a boring task?
a) Organization

b) Management

c¢) Documentation

d) Payroll

Documentation needs to be
a) Accurate

b) Not complicated

c¢) AandB

d) None of the above

Y e S

s osidies (6

L jie Koy dlaia (I
s (@
L (2

sle (5 sk Gl Sl Bliiay
gl (]

el (@

>4 (z

?:mﬁ (J

V(7

e il Qi Of A sgun Sy (8

il ) (]
B35 (<

bl /35l (z
Zelhll/la b (

fUle dleall Logall & L (9

w]n .ws\
3)\32}“
3550

(!

—

(<
(z
(

Q

Gl 058 O s (10

B:" - .’S
Y

o s st Y

This document is a property of Asaseeyat Academy (Asaseeyat Academy is a service provided by Asaseeyat Consulting Service — COPY RGHT FROTECTED ©
©ihs sine adall (5 s - (R LiiuY) landll il AS 55 e Aedis Fadd clnlid $paST) Slaulil GuanlSY @l 285 5l) o3a

23

(!

-

(
(@
(



NN —
}ksaseeyat
cademy

Optimizing e-Learning

This document is a property of Asaseeyat Academy (Asaseeyat Academy is a service provided by Asaseeyat Consulting Service — COPY RGHT FROTECTED ©
©ihs sine adall (5 s - (R LiiuY) landll il AS 55 e Aedis Fadd clnlid $paST) Slaulil GuanlSY @l 285 5l) o3a

24



4 nn o
/ saseeyat

A&

cademy

Optimizing e-Learning

Module Nine: Review Questions

D)

Customer can be conducted to
collect feedback.

a) Collecting

b) Terminations

¢) Reimbursements

d) Surveys

Surveys are data.
a) Meaningless

b) Difficult

c) Expected

d) Useful

What are feedback boxes?

a) Boxes that surveys are kept in storage

b) Software that adds a survey box to the
webpage

c) Apps that customer have on their
smartphones

d) Boxes where surveys can be obtained

Where are feedback boxes found?
a) Bottom of the webpage

b) Front desk

c) US postal delivery

d) Webchats only

Feedback analytics refers to the

a) Analysis of the customers

b) Analysis of the feedback questionnaire
c) Analysis of the data from the customer
d) Feedback on the analytic tools
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10)

Feedback can be analyzed
a) By software

b) By professionals only
c) Only over years

d) Only by teams

is the ease the customer has
during online interaction?
a) Conformity
b) Transporting
c) Scrolling
d) Usability

Usability problems occur when
a) Textis hard to read

b) The process is seamless

c) The textis easy to read

d) The process is simple

What feedback are you looking for on your
website?

a) On your product

b) On the staff

¢) On shipping

d) All of the above

Customer feedback is very___.
a) Funny

b) Useful

c) Frustrating

d) None of the above
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Module Ten: Review Questions

D)

Research analytics are in
customer support apps?

a) Not available

b) Not useful

c) Very useful

d) Useful, but not available

Research analytics are designed to monitor

a) Profits

b) Customers
c) Employees
d) Social media

When is there an opportunity to advance

the customer relationship?

a) 2 weeks after the customer support
communication

b) Never

c) 2 months after the customer support
communication

d) During the customer support
communication

You can by taking advantage of
the open line of communication and asking
your customer their opinions?

a) Discover opportunities

b) Offend your customer

c) Spend money

d) Expand the product line
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Often times, customers will vent their
problems

a) In a letter

b) Online

¢) Via a phone call

d) To their employees

How can you use the information from
social media?

a) To call customers at home

b) To fix product problems early

¢) To rebut any bad press

d) To start an online war

How can you provide support?

a) Provide many different channels of
communication

b) Provide few channels of communication

¢) Send newsletters

d) Provide stamped envelopes

Why do customers like different
communication mediums?

a) Less confusing

b) Less costly

c) More time consuming

d) More security with company

s it possible to know what a customer’s
needs are before they know?
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a
b
C
d

Of course, not

-~ ~~—

Essentially, yes

~

Only if you're a Medium
None of the above

~—

10)  What happens to the data you collect?
a) Write a blog
b) Analyze it
c) Share it with the public
d) None of the above
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