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Optimizing e-Learning

Module One: Review Questions

1) Which of the following advocates keeping

a gratitude journal?
a) Barack Obama
b) James Franco

c) Miley Cyrus

d) Oprah Winfrey

According to scientists, keeping a gratitude

journal every day increases what?

a) Your sense of judgment

b) Your sense of wellbeing

c) Your understanding of what is not
working in your life

d) Your religious beliefs

Which of the following is helpful in
developing a habit?

a) Using a reminder

b) Having a routine

¢) Rewarding yourself

d) All of the above

What is the average amount of time to
make a habit automatic?

a) Two days

b) Two weeks

c¢) Two months

d) None of the above
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5)

8)

Which of the following is Not an aspect of
a good exercise routine?

a) Strength training

b) Speed training

c) Balance training

d) Flexibility training

Which of the following is Not a good time
to exercise?

a) When you wake up

b) After lunch

c) In the early afternoon

d) Right before bed

Meditating as little as ___ minutes a day
can help invoke inner peace.

a) 2

b) 10

) 30
d) 60

Writing about an intensely positive
experience for ___ consecutive days still
contributed to positive moods three
months later.

a) Ten

b) Six

c) Three
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d) Fifteen

9) Our brains are hardwired to think positive
thoughts.
a) True
b) False

10) Sustaining a positive outlook requires

a) Support from others
b) Consistent practice
c¢) AandB

d) None of the above
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Module Two: Review Questions
1) Which of the following statements about

stress is true?

a) Stressful situations can bring out our
best

b) Stress is always avoidable

C) There are three types of stress:
marginal, normal, and “help! I'm dying
here”

d) There are two types of stress:
interpersonal and extracurricular

2) Emotions are intrinsically

a) Bad because they destroy our ability to
reason

b) Avoidable because we can train
ourselves to be robots

¢) Good because they provide important
information

d) Irrational because they always distort
reality

3) Which emotion is a sign that what you're
doing isn't working?
a) Enthusiasm
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4)

7)

b) Frustration
c) Tenacity
d) Confidence

Which is a specific strategy for
counteracting frustration?

a) Quitting

b) Practice

c) Exercise

d) Reframing

Dejection, depression, and disappointment
are examples of what class of emotions?

a) Red emotions because they involve
high arousal

b) Blue emotions because they involve low

arousal

c) Yellow emotions because they involve

fight or flight.

d) Green emotions because they lead to

jealousy.

Which of the following is a strategy for
inducing high performance emotions?
a) Listening to slow music

b) Slowing down your self-talk

C) Ignoring successes

d) Listening to, and telling jokes

Which of the following is not a good
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strategy for getting to sleep?

a) Exercising thirty minutes before you go
to bed

b) Going to bed and waking up at the
same time each day

C) Reading a book

d) Writing in a journal

Which of the following statements about

rest is False?

a) People need different amounts of sleep
each night in order to feel rested

b) Being well rested is not just about sleep
but about taking breaks to recharge
throughout your day

c) If you can't sleep, you should try to
force it by just lying there.

d) A lack of rest reduces your performance
levels

Which of the following is considered a
distorted thinking pattern?

a) Magnification

b) Imperative thinking

c) Destructive labeling

d) None of the above
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10) External stressors represent things that are SLaY) Jidd a Al clla gl (10
Al pasilha (i
mlen Y (o
Wb oo z A (g
c)&‘—h)} L dS (.)

a) Someone else’s fault
b) No one's fault

c) Beyond our control
d) All of the above
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a) Never

b) In the middle of your day

c) At the beginning of your day
d) At the end of your work day

3) What is a good strategy for handling a danll dia) e gl mall o Jalatill i) dpnil V) (4 Lo (3
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conflict with a co-worker?
a) Send a nasty email

b) Consider how the co-worker might feel

about the situation
c) Confront your co-worker after work

d) Roll your eyes whenever your co-worker

speaks up in meetings

Which approach is best when dealing with

a conflict?

a) Passive

b) Aggressive

c) Assertive and direct
d) Passive-aggressive

What consideration should you keep in

mind when dealing with a demanding

supervisor?

a) What pressures they might be under
from their supervisors

b) How they may have a personal issue
with you

c) Every instance where they have been
unfair to you

d) None of the above

When you have a conflict with your
supervisor, how should you approach
them?
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a) Snap back at them so they know you
don't play that way

b) Be respectful and understanding of
their situation

c) lgnore them

d) Email your supervisor's supervisor

When your co-workers are talking loudly in

the background, what should you do?

a) Yell at them to keep it down

b) Apologize to your customer for the
disturbance

c) Ask your co-workers politely if they
could please lower the volume while
you speak with your customer

d) B&C

When a co-worker asks you if you could

turn your music down, how should you

handle it?

a) Email your supervisor, so you can have
the boss’s permission to be loud

b) Turn it up and shout, “Skynyrd!”

c) Turn the music off, but add the incident
to your list of why you hate that co-
worker

d) Turn it down and apologize after the

pgraa ol Lagdia g La yina (S
Lelalas
o pdiall G pia (g D) Ny 5 s )

(<
(z
(a

1l cidlall 3 Jle &gemr Jaall b D) any Laie (7
dadi () cany

Laidie 4AY agale &yl

gle Y e dllal e

S sha (il aglSaly (S 13 e aaly Jasdl 33 Jlul
Aliee pe Dl ¢l & guall

s

(!

-

(z

(q

by SIS S 1) Lae Jaadl b Jae el Lexic (8
flema dalall clile any S cellinn g

St ia ey (alall el ) L s 58Dy el
Lala 0584 il 0 o dsandl e

Ol " rla s 406)

liaild ) Galall ddlia) (815 ¢ sall Jasnds ey
Jandl Jaay oof 6 ,S5 13l

Al any i) Leuad )

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

(I



4 nn o
Mseeyat
cademy

Optimizing e-Learning

call
9) You have complete control over the things sl el sl ) eLal) e dldS s s bl (9
that come at you in life. e
a) True
b) False
10) Clutter at you work station can lead to: () Jaal) Adana & o sill (258 O (S (10
a) Distractions Gl ()
NI (w
b) Stress e i ((
<5l (z
c¢) AandB Sy (s

d) Neither A nor B

Module Four: Review Questions dagl 1) Baa o) daal e

1) What does Transactional Analysis focus on? fMlaall st agle 38 5 (5 \—ﬂ; (1
a) Relationships il (]
b) Behavior é’h (=
sy (¢
¢) Thoughts elad (s
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2)

)

d) Feelings

Which three components are involved in

Transactional Analysis?

a) Id, Ego, Superego

b) Adult, Parent, Child

c) Blue, Swing, and High-Performance
emotions

d) Thinking, Feeling, Doing

Which is an example of operating in Parent

mode?

a) "lt's time to wake up.”

b) "Why do you insist on being lazy?”

c) "Why do you always have to bring me
down?”

d) "Why can't | sleep late today?"7

Parent mode behaviors come from

a) Behavior you learned from other
children when you were a child

b) Behavior you have learned from current
authority figures in your life

c) Behavior you have learned from having
children

d) Behavior you have learned from
authority figures when you were a child

Which statement is an example of Child
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mode?

a) "Let’s skip work today”

b) "Why are you always irresponsible”

c) "You need to work in order to pay your
bills.”

d) "Where is that report?”

6) When is it okay to operate in Child mode?

a) When you have a deadline

b) When you are homeless

¢) When you play

d) When someone talks to you as if you
were a child

7) Which transaction is Not complementary?

a) Child to Adult
b) Child to Child
c) Adult to Adult
d) Child to Parent

8) What is the difference between the Adult
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mode and the Parent mode?
a) No difference
b) The Adult mode focuses on how you

think things should be; the Parent mode

focuses on things as they are

c) The Adult mode focuses on things as
they are; the Parent mode focuses on
things as you think they should be

d) The Adult mode focuses on things as
you want them to be; the Parent mode
focuses on things as you think they
should be.

While discovering how to handle difficult
people/situations, the goalisto __

a) Become positive-oriented

b) Become more child-like

c) Act more like our parents

d) Avoid bullying

10) Transactional Analysis is an approach to

psychology that developed in the wake of
which two competing schools of
psychology?

a) Adult-mode and Child-mode

b) Psychanalysis and Behaviorism

c) Psychotherapy and Developmental

d) Parent-mode and Child-mode
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Module Five: Review Questions
1) Venting is a productive way to
a) Slow down
b) Speed up
c) Rile up your enemies
d) Find an immediate solution to your
larger problem

2) A good customer service strategy for

customers who want to vent is to

a) Put them on hold until they “get a hold
of themselves”

b) Allow them to vent and try to
understand how they are feeling

c) Stop their complaining, so you can
focus on a solution to the problem at
hand

d) Allow them to vent while you compose
a point-by-point rebuttal about why
they are wrong

3) What does it mean to be accountable?
a) Accepting blame for something you
didn't do
b) Blaming someone else for a problem
c) Acknowledging that you are willing and
able to respond to a problem

Al Bas ¢l) daa) ja
J 5 aie s sa puattill (1
on (!
G (@
DSV Ghlad s da e sl (o

oS 8 sl e Sanll ¢ Dlanll Aenl Sm il i (2
o
"] 0o e o Lsloany” s SV b pgnn
O3t S ol sl y Gl pl Zlandl (o
UL YA e Sl e (R a5 S B (g
2l Jsliia
Ay i oL ol il ol ol (2
palls o

Y s3me 588 O i Bl (3

A ol e e ol I (1

Aial Al Gads e alll o) (o

A Llata¥) o iy sete il Gl e Y (2
CISeE iy 45 3] sa s a8 Y] ae deladll o (psS3 0f (0

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



4 nn o
Mseeyat
cademy

Optimizing e-Learning

4)

6)

d) Being good at handling numbers and
balancing checkbooks

True or False: Apologizing for a customer'’s

bad experience means you are accepting

blame.

a) True, but you are just trying to placate
them and don't really mean it

b) False, because you know who is really at
fault and you will be transferring your
customer to them

c) True, so you should never apologize or
that means the company has to get
lawyers involved

d) False, it means you are acknowledging
that a customer has had a bad
experience without placing blame

Customers who are looking for a resolution
to their problem are operating in what
Transactional Analysis mode?

a) Child

b) Adult

¢) Parent

d) Grandparent

When a problem will take time to resolve,
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it's best to

a) Make up a believable excuse

b) Ditch the customer as quickly as
possible and let someone else deal with
it

c) Tell the customer the problem is fixed
already and get out of the interaction

d) Be honest and up front, while offering a
range of solutions

Generally, unhappy people exhibit many
distorted thinking styles, but which one is
most common?

a) Destructive labeling

b) Magnification

¢) Minimization

d) Imperative thinking

8) What is a strategy to employ when

handling generally unhappy people?

a) Arouse their optimism with inspiring
quotes

b) Arouse their anxiety with horror stories
about what happens to customers who
don't cooperate

c) ldentify and focus on a specific problem
that is solvable

d) Lead them through an exercise routine
to increase their enthusiasm
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9) Your best bet is to avoid difficult
customers.
a) Impossible
b) True
c) False
d) All of the above

10) Angry customers have no right to feel that
way.
a) True
b) False

Module Six: Review Questions
1) Which of these is Not an aspect of active
listening?
a) Asking open ended questions
b) Preparing a response
c) Expressions of empathy
d) Verbal encouragers

2) Which of the following is Not an open-
ended question?
a) How can | help you today?
b) What happened after that?
c) Did you try turning it off and back on?
d) Why are you upset?
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3)

Which ice-breaker subject should you
avoid?

a) Politics

b) Music

C) Sports

d) Weather

What kind of pace and tone of voice aids in

rapport building?

a) Fast and high pitched
b) Slow and high pitched
c) Fastand low pitched
d) Slow and low pitched

What is a positive alternative to accepting
fault?

a) Deny everything

b) Punt your customer to someone else
c) Accept accountability

d) Identify who is really to blame

What is a positive alternative to the word
“frustrating”?

a) Easy

b) Challenging

) Happy
d) Annoying
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7)

When a customer does not agree to a

verbal solution, what should you do?

a) Probe further to arrive at an agreed
upon solution

b) Call a supervisor

¢) Hang up and erase any of your notes
on the account

d) Put your customers on hold until they
change their minds

What are the components of a verbal

solution?

a) lce breakers, empathy, and active
listening

b) A solution or solutions to the problem,
setting expectations, and getting the
customer’s agreement to this course of
action

c) Positive alternatives to negative words
and emotions

d) None of the above
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9) When you eliminate , your other
senses tend to become sharper.

a) Background noise

b) Chatty co-workers

c) One of your senses

d) Two of your senses

10) What sense do you not use when dealing
with customers on the phone?
a) Tone
b) Speed
c) Sight
d) Compassion

Module Seven: Review Questions
1) What does faking empathy look like?
a) Real empathy
b) Sincerity
c¢) Engagement
d) Insincerity

2) When is it okay to fake it?
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a) When you're showing empathy Cablaill el Loxie
4 J8 b yi Ladie (L_i
o=dAY) i o a i lexie (3

b) When you want to convey confidence
c) When you want to convey anger
d) When you want to convey sincerity

3) Which is Not an example of a non-verbal T bl e padal e Yha ol 585 (3
encourager? Y Yl e (]
. ¥l (<«
a) Thumbs up sign \_j ((
b) Nodding e e b e e e Lo
) ) : 5 e padd Ciuay Ladie dlign e dy iy (2
¢) “Go on. s
d) Putting your hand on your forehead
when someone describes a really bad
situation
4) Which is an example of an attentive fakad) i ge e JBa a5 (4
oosture? delend) olail b el Al (]
T Iy (<
a) Tilting your head in the speaker’s S eali (s
sl (z

direction dyrm e Al 3 e (o
b) Slumping your shoulders
¢) Nodding

d) Crossing your arms across your chest

5) What are three additional components e 5 ABle oLy (A4S L) Adlinl 430N cliSall 2 L (5
involved in face-to-face rapport building? ?4?)5
2l aS sl s Jaanll jedaa s ASslug (ganall & pedae (]
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your customer’s physical appearance
and behavior, and the makeup of your
environment

b) Your physical appearance, your
expressions, and your posture

c) Your customer’s physical appearance,
expressions, and posture

d) The customer service counter, a desk,
and chairs

Having a desk or counter between you and

the customer has what effect?

a) It closes off communication

b) It sets up formal roles that are being
played in the interaction

) It provides protection against violent
customers

d) All of the above

When an actual solution has been reached

a) Non-verbal communication will show it
even if verbal communication doesn't

b) Both verbal and non-verbal
communication will agree with each
other

c) Verbal communication will show it, even
if non-verbal communication doesn’t

d) Both verbal and non-verbal
communication will indicate that a
solution has not been reached.
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8) When verbal and non-verbal o g Lagal o il st g (Y sl 3 ilisy Lo (8
communication disagree, which one ?{ﬂ\
Sl Joal il (

supersedes the other? sksm s dualll (o

a) Verbal communication
b) Non-verbal communication

9) Dealing with a customer in person has ¢ A ladd Jreadl 2o Jaladll (9
2 Glasdll
‘ Aedll (
a) Challenges Lﬁji ((
. <5l (z
b) Benefits SV (s
c¢) AandB

d) Neither A nor B

10) Continuous eye contact is important, when Loy £Dkandl ae bl die ¢ age (el yaiasall JUai¥) (10

dealing with customers face-to-face. “’l

B
a) True (e (
b) False
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Module Eight: Review Questions

1)

Which is Not an example of an auto-

defense mechanism?

a) The problem isn't ; the real
problem is :

b) Homie don't play that

c) If I let her get away with it, she'll think
she can walk all over anyone

d) Oh no you didn't!

What is Not a positive strategy in handling

an angry customer?

a) Allowing the customer to finish venting
and pausing for a few seconds to
gather yourself

b) Looking for a kernel of truth in the
customer’s statements and
acknowledging that truth

¢) Warn the customer to calm down or
after three times, you will end the
interaction

d) Take deep breaths to slow your own
arousal levels
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3)

Which is an example of a respectful way to

warn an abusive customer?

a) Sir, I can't help you if you insist on
being rude

b) Sir, I'm hanging up now

c) Ma'am, you are being really rude and |
won't stand for it

d) Ma'am, | know you have had a difficult
time, and I'm very sorry you had to go
through that. | do want to help you and
think | may have a solution that works.
Can you help me fix your issue now?

How often should you use a “three strikes

you're out” policy?

a) The moment the customer engages in
personal attacks

b) Only in the most extreme cases where
all other efforts to de-escalate the
situation have failed.

c) Allow the customer three free strikes
first, and then warn them

d) All of the above

Which distorted thinking pattern most
frequently emerges in people’s thoughts
when handling a customer with a different
set of cultural values?
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7)

8) What can you do when a customer wants a

a) Imperative thinking
b) Destructive labeling
¢) Minimization

d) Magnification

According to this module, which culture
expresses anger through improperly
arranged flowers?

a) Nigerian

b) Mexican

¢) Russian

d) Japanese

Which of the following is Not a good

strategy for handling a customer who

cannot be satisfied?

a) Immediately getting a supervisor

b) Reframing the problem

¢) Asking what solution the customer is
looking for

d) Providing a range of potential solutions

solution that you can't deliver?

a) Stand your ground and say, “That’s not

going to happen.”

b) Tell them that you can't do that but you

bet your supervisor can

c) Tell them you'll get on that right away

so that they'll go away and then go
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back to what you were doing before the
interaction with them

d) Offer a range of alternative solutions
that you can deliver

9) When dealing with difficult customers, Al Ledea A jlaall (8 ¢ Gpmaall ¢ Slaall pe Jalaill e (9
practice makes perfect. ga= (!
a) True
b) False
10) Dealing with a customer who is angry & Gyl Alal) 5 ol allay kil Jaesd) ae daldll (10
requires patience and the utmost care in Al el s 7’3“‘\
. o galall (|
managing mood. (
(S}
a) Your ‘“‘ )
. <5l (2
c) AandB

d) Neither A nor B
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Module Nine: Review Questions

1) In the Angry Customer scenario, which of

the following is Not a good strategy?

a) Blaming the construction company

b) Expressing empathy

c) Allowing the customer to vent

d) Taking deep breaths in order to remain
calm and operate in Adult mode

2) How might you accept accountability for

the customer’s problem?

a) Promise to keep an eye on his website
from the server, but don't because you
do not actually have the time or
capability of doing so.

b) Apologize and say that it was your
company'’s fault

c) Apologize for the customer’s
experience and offer to keep tabs on
the repair and call him the moment the
problem is fixed.
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d) Apologize for the customer’s
experience and offer to call the
construction company on his behalf so
you can yell at them.

3) In the Rude Customer scenario, which of
the following Is the best strategy?

a) Pointing out that it's the customer’s
fault for not maintaining her treadmill
properly

b) Offering a range of compromise
solutions including any discounts on
new motors that you are able to offer.

¢) Warning her that the next time she is
rude to you, you will end the call

d) Being rude right back at her

4) What other strategy might you employ in
this situation?
a) Offer to provide her a new treadmill at
no cost in order to get her off the
phone

Juadl sa Sl e L;i Ml gl Jaeadl” g5l 8 (3

Ciya) yind
) o Sl e il anad Juael) Ut il ) 1ptia (1

() Al 2 Loy 48 5l Jslall (g de gane paali (2
sle 1) i€l saaal) Gl jaall Je Gle gl
A

elgi] g ll Lad g o Ladldll 5 pall sl L) s (2
Al

L) 3agall 3 B Ly i ol (2

ALY o3 8 Lgardiid 8 Al (5 AV daadl AWY) A L (4
Jal e 48l (g1 50 Baan A2 Hiedila sl page (]
il (e lgle J gl
Dl Aa (LY Cua sl 48 all Ge e Ja Bl (@
Led ol
il e ) Slen o8 dslad o deaddl e 2581 (2

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



4 nn o
Mseeyat
cademy

Optimizing e-Learning

b) Read the part of the manual verbatim el (e Yy
where it discusses the maintenance of DA B sy u i ke Ll (2
her treadmill

c) Suggest to the customer that she try
buying a treadmill from your
competitor instead

d) Ask her what she wants to see in a

resolution
5) In the Customer from Another Culture Alad daad iud 58 5 o AT A8 (e Jraall g s B (5
scenario, which is an effective strategy for Flangd (o8 by Aaladl Ay sl e Julatl

38 el Cn g L Gy 4l eday Zany (]

pedi @bl (e STl wiz b Bale) g diran L ) S5 (@
them? ol gy il (2
a) Speaking extremely slow so that they Jaanll dagd ales (o

handling your difficulty in understanding

will speak extremely slow

b) Repeating what you heard and
paraphrasing to make sure you
understand

c) Speaking louder

d) Imitating the customer’s accent

6) What can you do if the customer wants to s e A glad) 3y Jread) (IS 13) Jadi () iy 13 (6
haggle over the price of something? ‘ s?u i‘""&
a) Tell them you will sell it to them at the VO e sn 0 s Dl el lemaia &‘:’Pj (!
price they want, but don't deliver oS i L il Lo A8ISE ST ey 2l 18 :j: -
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any kind of discount, or look for a
similar item that may be less expensive
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d) Tell him that this is your final offer, take
it or leave it

7) In the Impossible to Please Customer

scenario, which is Not a good strategy?
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the phone and say in a deep voice, Lol e JalS ale b Lead Lgaia i€y Y 4l Leald (o
"This is the CEQ.” Lan s JaS GBS 5 4y ansi aead (gl anai dliSay oS
b) Inform her that you cannot give her a - Aial) LgKha LSedll 4l Jslall JSaY) -5k (¢

discount for a full year of service, but
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that you can offer whatever discount
your company allows as a compromise

¢) Brainstorm possible additional solutions
to her real problem — she cannot
contact emergency services — such as
offering to forward her calls to a
working number in the family or to a
trusted neighbor’s phone number, or
whatever other capabilities your
company allows

d) If you cannot find a solution that works
for her, escalate to a supervisor when
she asks for the CEO

8) In the Impossible to Please Customer ASEA) o Lo "o Dlanll el ) sl (0" 53 )l (B (8

scenario, what is the real problem? ?aési's;l\
2l o) Y Saailldalay ) (]
OF) Jarll o5l Lela a3 el (<
Ledila el e ale adl mad ) 2SS (2
0S5 O ) ling s dona JSLE Lepal dbse o Ll (3

a) She needs to speak to your CEO

b) She needs her cell phone to work right
now

¢) She needs a year-long discount on her
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phone service
d) She has an elderly mother with health
issues and needs to be able to contact

emergency services if necessary

9) When dealing with difficult customers, it's
important to have before you find

yourself in that situation.

a) A strategy in place

b) The support of your manager

c) A book of inspirational quotes on hand

d) None of the above

10) By engaging in , you can practice
what strategies you might implement.

a) Conversation

b) Role play

c) Research

d) Language classes

Module Ten: Review Questions
1) What should you do before ending your
interaction with a customer?
a) Summarize what the issue was and
what the resolution was
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b) Advise your customers when their bill is
due

c) Discuss the upcoming basketball
playoffs

d) None of the above

Why should you follow-up?

a) So you can ask your customer out on a
date

b) So you can instill customer loyalty and
ensure that the issue was truly resolved

¢) In order to address new problems

d) You shouldn’t because it reminds the
customer that there were problems

What advantages does email have over a

follow-up call?

a) You can compose the email on your
own time

b) You can avoid a potentially long phone
call

¢) An email does not interrupt the
customer’s life

d) All of the above

4) How long should you wait before sending
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a follow-up email?

a) Three months

b) Three days

c) At least three hours after the interaction
d) At least 24 hours after the interaction

5) When sending a token or gift to a
customer what should you consider?
a) Anything within your budget
b) Anything within your company’s budget
¢) What the customer said that they like
d) What is appropriate and within your
company'’s policy

6) Why would you send a gift or coupon to a

customer?

a) As a prelude to asking them out on a
date

b) To ease the memory of a challenging
experience

c) So you can bill them and make up for
any discounts you gave them

d) To bribe them
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7) Which is Not an advantage of sending a

handwritten letter through snail mail?

a) It takes so long to get there, that the
customer will have forgotten all about
you

b) It allows the customer a chance to make
sure the issue is truly resolved

C) It adds a personal touch

d) It assures your customers that the
company appreciates them and their
business

8) What's the best approach towards sending

a letter through the mail?

a) Buy a stamp, write a letter

b) Access your customer’s records on your
own time

c) Make certain that you follow the proper
procedures that your company provides
for sending mail to a customer

d) None of the above

9) What can help create a loyal customer?

a) Writing them a letter
b) Emailing them

¢) Calling them

d) All of the above
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10) Some companies prefer that you do not Aaliall Jrealls Juai¥) aae IS il (e Jast (10
call a customer to follow up. g (!
b (o
a) True
b) False
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