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Telephone Etiquette  

   ه  ف آ  ب

 

الهاتف آداب  
 

Module One: Review Questions  مراجعة الوحدة الأولى 

 

1.) What is one benefit of using correct 

phrasing on a telephone call? 

a) Calls sound professional. 

b) The call is completed quicker. 

c) The customer is not bored. 

d) The operator can better persuade the 

client  

    ؟    ي إ  ى ف  ئ        م   ص  غ    ص     في           ( 1

                ص  ة       ( 

   م إ   ل             ل    ع. (ب

   ع  ل     ع       ل. (ج

 إقن ع   ع  ل    ل  فضل.   ف         ( 

 

  

2.) Which of the following is an example of 

correct phrasing? 

a) “What do you want today.” 

b) “Where can I transfer you to?” 

c) “How may I help you?” 

d) “Who do you want to speak to?” 

 

  ي       ي    ل ع ى   ص  غ    ص    ؟( 2

 "              م" ( 

 "إ ى        نني ن   ؟" (ب

    نني    ع   ؟""  ف  (ج

 "                ث؟" ( 

 

  

3.) What is one tool that can be used to 

control tone? 

a) Volume 

b) Semantics 

c) Deep breathing 

d) Inflection 

 

 غ  ؟    ي     ة       ة    ي             ه       م في   ن( 3

  جم. ( 

     . (ب

    ن س   ع  ق. (ج

  نع  ف. ( 

 

  

4.) Which of the following should not be used 

on a telephone call? 

a) Soft tones 

b) Monotones 

c) Inflection 

d) Raised tones. 

  ي       ي    ن غي        ه في              ؟( 4

 نغ    ن ع  . ( 

    ب. (ب

  نع  ف. (ج

 نغ        ع . ( 
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5.) One technique that can help the operator 

speak clearly is to do what? 

a) Take deep breaths before each call. 

b) Hang up if they make a mistake. 

c) Speak loudly into the receiver. 

d) Talk more often during the day for 

practice. 

ع ى      ث   ض ح          ف   ن       ة            ع    ( 5

   عل     ؟

    ن    ع     ق ل  ل       . ( 

  غ ق      إ             أ. (ب

    ث  ص   ع ل في جه ز        ل. (ج

    ث في                 لال   نه           . ( 

 

  

6.) Which of the following should be avoided 

on the telephone? 

a) Soft tones 

b) Steady breathing 

c) Clearly pronounce words. 

d) “Um” or “Uh” 

 

  جن ه ع ى   ه  ف؟ ي       ي  جب ( 6

 نغ    ن ع  . ( 

  ن س     . (ب

 ن ق           ض ح. (ج

  م    "  ". ( 

 

  

7.) What is one tool that can be used to 

improve listening skills? 

a) Increasing the telephone volume 

b) Active listening technique 

c) Shortening the length of the call 

d) Writing on sticky notes 

 

 

     ي     ة    ي             ه          ه           ع؟( 7

   ه  ف.ص    ز   ة ( 

      ع ي   ن         ع  (ب

   ص     ة         . (ج

          لا     ع ى      صق  ( 

 

  

8.) After their introduction, the operator 

should do what? 

a) Continue with the call 

 ؟      جب      عل      ف  ع          ( 8

 ) .              

 ع ض ن ل     صل إ ى   ص آ  . (ب

 إ   ف  ؤق   لا  ج         ع  ل. (ج
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b) Offer to transfer the caller to someone 

else 

c) Pause for a response from the customer 

d) Change their tone 

 

 غ   ن   هم ( 

 

  

 

 

9.) What are aspects of telephone etiquette? 

a) Phrasing 

b) Listening 

c) A and B 

d) None of the above 

 

 آ  ب         ؟ج  نب   ي(    9

   ج ل     ض    ( 

       ع   ج   (ب

  ل       ب (ج

    يء       ق ( 

  

     10) It is generally recommended that when we     

speak on the telephone, we should speak in our 

normal tone of voice, if not a few ________ higher. 

a) Decimals 

b) Octaves 

c) Decibels 

d) Tones 

 

 جب    ن   ث    ص           ح    عن       ث      ن   ( 10

 ..   ع ى ق  ل ....     عى    

          ع      ( 

   ص    نغ        ن    (ب

      ل (ج

   ن  ة ( 
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Module Two: Review Questions 

 

 مراجعة الوحدة الثانية 

1.) When is the proper time to say ‘please’ on 

a telephone call? 

a) When you ask for something from the 

client 

b) When the client gives you information 

c) After the introduction 

d) Before the closing phrase 

    ق     ن  ب    ل "   فض  " في              ؟   ى     ( 1

 عن       ب   ئ       ع  ل ( 

 عن     ع      ع  ل  ع     . (ب

  ع         . (ج

 ق ل   ع   ة         . ( 

 

 

 

 

2.) When is the proper time to say ‘thank you’ 

on a telephone call? 

a) After the introduction 

b) When the client gives you information 

c) After the closing phrase 

d) When you ask for information from the 

client 

   ى         ق     ن  ب    ل "    " في              ؟( 2

  ع         . ( 

 عن     ع      ع  ل  ع     . (ب

  ع    ع   ة         . (ج

 عن       ب  ع           ع  ل. ( 

 

  

3.) Which of the following is considered slang 

term? 

a) “You’re welcome. 

b) “How are you?” 

c) “Yes ma’am” 

d) “Y’all” 

 

  ي      ع   ة          ع    ع    ؟( 3

 ) "        " 

 "  ف  ن ؟" (ب

 "نعم     ي" (ج

 "ج  ع م" ( 

 

  

4.) Why is slang inappropriate to use on the 

telephone? 

a) It is too complicated. 

b) It can sound too snobbish. 

         ع     غ    ن      لا     م ع ى   ه  ف؟( 4

       ع     غ   . ( 

                    ج  . (ب

 إنه غ      ي   غ   . (ج

          ض ل     صل. ( 
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c) It is too informal. 

d) It can mislead the caller 

 

 

  

5.) Using the term “You” on a telephone call 

implies what from the operator? 

a) A desire for casual conversation 

b) A lack of responsibility 

c) An attempt to speak directly to the 

caller. 

d) An acceptance of responsibility 

 

      م  ص  ح " ن " في                عني         ( 5

 ؟  ف   

     . غ   في         ( 

     ؤ    .ق    (ب

             ث      ة إ ى     صل. (ج

 ق  ل     ؤ    . ( 

 

 

 

 

6.) Which of the following should not be used 

on the telephone? 

a) “Could you repeat that information?” 

b) “Would you mind holding for a 

moment?” 

c) “Will you resend the information, 

please?” 

d) “You have to call back tomorrow.” 

 

  ي       ي    ن غي        ه ع ى   ه  ف؟( 6

 " ل    ن               ع     ؟" ( 

      ؟" ن    " ل    ن  في    (ب

 " لا ق    إع  ة إ   ل    ع     ،  ج ء؟" (ج

 غ  "   ص ل  "ع        ع    ( 

 

  

7.) When we tell callers what we can’t do for 

them, it can hinder what? 

a) Building relationships 

b) Hiring more employees 

c) Calling a larger number of clients 

d) Employee sales skills 

 

      ع  عن    ن        ص             نن  فع ه  هم،         ( 7

     ؟

  ن ء   علاق  . ( 

     ف    ز              . (ب

   ع لاء.    ع ء ع            (ج

  ه        ع           . ( 

 

  

8.) What should the operator do if they 8 )    إ    م          فعل        ه    ف      جب      عل
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cannot do what the caller asks? 

a) Find a way to do what they ask. 

b) Find someone that can do it for them. 

c) Offer another option. 

d) Do nothing at all. 

 

 

 

 

     صل؟

    ث ع          عل         نه ( 

    ث ع    ص    نه فعل         ج هم (ب

     م      آ  . (ج

     عل   ئ  ع ى  لإ لا . ( 

 

 

 

 

 

9.) Every environment we enter requires a 

different form of _____________. 

a) Slang words 

b) Confidence 

c) Volume 

d) Language 

 

  ل   ص ن   ث    ه      ئ             ب    .......( 9

           ع    .  ( 

  عز ز    ه . (ب

  ص   ز   ة  جم   (ج

  غ     زة      ث  ( 

 

 

 

 

10.) ___________ is different than our 

everyday language; it can take some time 

to get used to its flow. 

a) A foreign language 

b) Telephone language 

c) Alternate language 

d) None of the above 

 

         غ         ع      ن          ,   ي................ ( 10

    غ    ق      ع   ع  ه  

    غ    جن   . ( 

  غ    ه  ف  (ب

  غ       . (ج

    ي       ق  ( 

 

  

 

 

 

 

 

 

 



 

7 

This document is a property of Asaseeyat Academy (Asaseeyat Academy is a service provided by Asaseeyat Consulting Service – COPY RIGHT PROTECTED © 

                   - )                                                              (                                  ©   

 

 

 

 

 

 

 

 

 

 

Module Three: Review Questions مراجعة الوحدة الثالثة 

 

1.) Why should operators refrain from 

eating/drinking while on the telephone? 

a) It can make them hungrier 

b) The callers can hear it 

c) They will have to share with other 

operators 

d) The callers will want to know what they 

are having 

 

    ن ع ع   ن  ل    ع م /     ب        جب ع ى          ( 1

   ن ء    ص ل       ؟

          جع هم      ج ع . ( 

     ص       نهم    عه  (ب

          هم                 غ     لآ    . (ج

     ص       غ    في  ع ف        هم. ( 

 

  

2.) To help minimize distractions, food/drink 

should be kept where? 

a) On the desk 

b) Next to the computer 

c) In a drawer or cabinet 

d) Next to the telephone 

 جب             ع م /      ب    ن   ف  ،     ع ة في     ل ( 2

    ؟

 ع ى      ب ( 

 .      ب ج نب  (ب

 في   ج     ز ن . (ج

  ج نب   ه  ف ( 

 

 

 

3.) Multi-tasking can cause us to do what 

while on the telephone? 

a) Lose focus. 

b) Increase speed. 

   ع  ة    ه م            ب  ن     ن عل      ن   ع ى   ه  ف؟( 3

            ز. ( 

 ز   ة     ع . (ب

     ل      ء. (ج

      ب  لإن  ج  . ( 
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c) Reduce errors. 

d) Gain productivity. 

 

 

  

4.) What is one way to minimize multi-

tasking? 

a) Complete a large number of tasks 

before lunch. 

b) Put all unfinished work on top of the 

desk. 

c) Make a list of everything you want to 

accomplish. 

d) Remove excess work from the desk 

area. 

     ي إ  ى            ل    ه م     ع  ة؟( 4

    ه م ق ل   غ  ء. إ   ل ع           ( 

 ف        ب غ      ن ه  ض   ل   ع  ل  (ب

  ع  ق ئ     ل         إنج ز . (ج

 إز      ع ل   ز ئ      ن         ب ( 

 

 

 

5.) Which of the following can be considered 

an office distraction? 

a) Personal photos 

b) Sticky notes 

c) Loose paperwork 

d) All of the above 

 

  ي       ي       ع      إ ه ء    ب؟( 5

 ص     ص  . ( 

  لا      ص  . (ب

       فض  ض . (ج

  ل      ق. ( 

 

  

6.) What is one way to remove office 

distractions? 

a) Place all personal items in one area of 

the desk. 

b) Remove excess paperwork. 

c) Hang all sticky notes in a neat row. 

d) Add colorful labels to all paperwork files 

     ي إ  ى       لإز      ن   ف           ؟( 6

ض  ج      غ  ض     ص   في  ن        ة     ( 

      ب.

 إز             ز ئ ة. (ب

 ج       لا      زج  في صف  ن ق. ض  (ج

 إض ف            ن  إ ى   ف              ق  . ( 
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7.) When our coworkers interrupt our calls, it 

can cause us to do what? 

a) Gain a few minutes for a break. 

b) Quickly transfer the call to someone 

else 

c) Rethink why we called this client again. 

d) Lose focus with the client. 

 

 ن     ن عل  عن         ز لاء   ع ل        ن ،            ب( 7

     ؟

   ب  ض   ق ئق     ة     . ( 

 ن ل             ع  إ ى   ص آ  . (ب

  ع          في   ب  ع ن        ع  ل   ة    ى. (ج

            ز      ع  ل. ( 

 

  

8.) If a coworker comes by your desk while 

you are on the telephone, what should you 

do? 

a) Place the caller on hold. 

b) Write a message on a notepad for 

them. 

c) Ignore them. 

d) Inform the caller you will call them back. 

 

 

        ن    ن  ع ى   ه  ف،         ىإ       ز  ل   ع ل  أ ي ( 8

  جب      عل؟

 ض      صل في   ن    . ( 

    ب       ع ى       ة  هم. (ب

  ج   هم. (ج

    غ     صل  ن    ف ن ع   هم   ة    ى. ( 

 

  

9.) ___________ can be very common in an 

office environment. 

a) Coworkers 

b) Distractions 

c) Hollering 

d) All of the above 

 

 فى   ئ    ع ل ( ..........                ئع  9

 ز لاء   ع ل  ( 

    ه ء    (ب

   ص  ح (ج

 ج         ق. ( 

 

  

 

           10) If we allow distractions to hinder our 

telephone etiquette, it will cause us 

 

       ن    ى    ه ء       ع  ن  ع  آ  ب            ف ( 10

     ب في     جع   ................

 .   ل    عب ( 
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to_____________. 

a) Lazy and tired 

b) Unprepared and unprofessional 

c) Intelligent 

d) None of the above 

 

 

 

 

 

 

 

 . هني  غ  غ   ج  ز  (ب

   ي. (ج

 .   ي       ق ( 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Module Four: Review Questions 

 

 مراجعة الوحدة الرابعة 

 

1.) How long does a typical inbound greeting 

last? 

a) 7 to 15 seconds 

b) 5 to 10 seconds 

c) 2 to 5 seconds 

d) 3 to 7 seconds 

 

  م       ق                     ة   ن   ج  ؟( 1

   ن   15إ ى  7    ( 

      10إ ى  5    (ب

     . 5إ ى  2 (ج

     . 7إ ى  3    ( 

 

  

2.) Long greeting messages can cause the 

customer to _______. 

   ع  ل  ص ح.......   ئل       ب                 ( 2

        .   ه   ( 

     س      ث        غل. (ب
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a) Become interested in the company. 

b) Get excited about speaking with the 

operator. 

c) Lose interest. 

d) Be relieved to have extra time to 

prepare themselves. 

 

         غ        ث (ج

  ن  هم.           ق   لإض في لإع     ( 

 

  

3.) Which of the following should be included 

in a telephone introduction? 

a) The operator’s name. 

b) The operator’s title. 

c) The operator’s department 

d) All the above. 

  ي       ي  جب  ض  نه في         ه  ف؟( 3

 .     ف   م  ( 

 .          ف في   ع ل (ب

 . ع ل  ه      ف   ي   م    (ج

  ل      ق. ( 

 

  

4.) A proper greeting is used to inform the 

caller of what? 

a) Where they are calling 

b) What the company has to offer 

c) What type of revenue the company 

makes 

d) What the operator can do for them 

 

     ؟  م       م       ن     لإ لاغ     صل ( 4

   ث   ص    ( 

        ه       . (ب

    ن ع  لإ          ي     ه        . (ج

             غل      م  ه    ن     هم. ( 

 

 

 

 

5.) Why is it important to focus on the 

customer’s needs? 

a) To shorten call times 

b) To maintain customer satisfaction 

c) To increase employee bonuses 

d) To increase productivity 

 ؟            هم       ز ع ى      ج     ع  ل( 5

    ص     ق            . ( 

        ع ى  ض    ع لاء. (ب

  ز   ة    فآ          . (ج

  ز   ة  لإن  ج  . ( 
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6.) What is one way to ensure you are focused 

on the customer’s needs? 

a) Listen without interrupting. 

b) Talk very quickly. 

c) Minimize the time allowed for the 

customer to speak. 

d) Repeat everything the customer says. 

 

     ي إ  ى        ض        ز  ع ى      ج     ع  ل؟( 6

       ع         ع . ( 

    ث    ع      ة. (ب

     ل    ق        ح  ه   ع  ل      ث. (ج

      ل        ه   ع  ل. ( 

 

  

7.) What is one tip for trying to remain 

patient? 

a) Tap your fingers loudly on the desk 

b) Convince the caller to speak less 

c) Place the caller on hold frequently 

d) Taking frequent deep breaths 

     ي نص        ة              ء ص    ؟( 7

  ضغ  ع ى  ص  ع   ص   ع ل ع ى      ب. ( 

  قن      صل       ث  قل (ب

 ض      صل في   ن        ل      . (ج

     ن س ع  ق      . ( 

 

  

8.) Having patience allows the operator to do 

what? 

a) Increase productivity. 

b) Focus on the caller’s needs. 

c) Shorten call times. 

d) Speak with more clients per hour. 

      عل     ؟   ف ج     ص      ح    ( 8

 ز   ة  لإن  ج  . ( 

   ز ع ى      ج       صل. (ب

   ص     ق            . (ج

    ث       ز        ع لاء في     ع . ( 

 

  

9.) For many companies, inbound calls are a 

major _____________. 

a) Annoyance 

b) Money maker 

c) Part of business 

d) Reason to retrain employees 

 

            ع لاء           .........(   ع               9

  زعج . ( 

 . صن       ل (ب

 جزء       ج  ة. (ج

   ب                . ( 
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10) Why might a customer call a company? 

a) To place an order 

b) To ask questions 

c) To ask for advice 

d) All of the above 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

        ؟             ع  ل      صل ( 10

  ب     .   ( 

  لا        . (ب

    ب نص   . (ج

  ل      ق. ( 
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Module Five: Review Questions 

 

 مراجعة الوحدة الخامسة

 

1.) What is one way to become better 

prepared for outbound calls? 

a) Practice the call scripting 

b) Call several test clients first 

c) Create several sticky notes with cheat 

sheets. 

d) Read over the material only once 

 

     ي إ  ى         ص ح  فضل    ع                 ص   ة؟( 1

        .              ى   ( 

           . ع لاء        ث (ب

 .     ع ةإن  ء ع ة  لا      زج            (ج

   نص           ة.ق  ءة  ( 

 

  

2.) Being prepared when we call clients shows 

what? 

a) Boredom 

b) A need for perfection 

c) Eagerness 

d) Respect for the client 

 

  ج ي إع      عن    ن صل   ع لاء   ه      ؟( 2

     ل. ( 

 إ ى      ل.     ج  (ب

   ص. (ج

      م   ع  ل. ( 

 

  

3.) When is the proper time for the operator 

to identify themselves? 

a) The end of the call 

b) At the beginning of the call 

c) After the customer introduces 

themselves 

d) It’s unnecessary. 

 

   ع  ف ن  ه؟    ف  ى         ق     ن  ب   ( 3

 نه             ( 

 في               . (ب

  ع        م   ع  ل ن  ه. (ج

 غ   ض   ى. ( 

 

  

4.) It is important for the caller to identify 

themselves to prevent the client from 

doing what? 

a) Requesting more information 

       هم     صل     ع ف ن  ه   ن    ع  ل    فعل     ؟( 4

   ب    ز         ع     . ( 

   ح   ئ   غ   . (ب

 ف           م في         . (ج

    ء    ن ج. ( 
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b) Asking stupid questions 

c) Losing interest in the call 

d) Buying the product 

 

 

 

 

 

 

5.) If the caller does not identify the reason for 

their call, the client may do what? 

a) Become bored 

b) Become curious 

c) Become tired 

d) Become excited 

 إ    م          صل   ب       هم، ف      م   ع  ل      ؟( 5

      ل.   ع  ( 

 .  أل         ع ف  (ب

 ص ح   ع  .  (ج

       . ص ح  ( 

 

  

6.) The caller should deliver the reason for the 

call without using what? 

a) Inflection 

b) Cheerful tones 

c) Filler words 

d) Fancy terms 

 

  جب ع ى     صل     م   ب                    م     ؟( 6

  نع  ف. ( 

 نغ       هج . (ب

          . (ج

  ص      ف   ة. ( 

 

  

7.) What is one way a customer’s digital 

information can be kept private? 

a) Leave them on a shared computer 

desktop 

b) Place the files in a public folder. 

c) Print all the files out to keep together. 

d) Delete their files when not needed. 

 

    ي إ  ى          ي       ه         ع ى         ع      ( 7

    ق      ع  ل؟

 .  ن م           ب    ه  ع ى   ح    ب  ( 

         في  ج   ع   ي. ض   (ب

    ع    ف          إ ى          ع . (ج

   ف      هم عن  ع م     ج . ( 

 

  

8.) What is one way a customer’s printed 8 )      ي إ  ى          ي       ه         ع ى         ع    

       ع    ع  ل؟
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information can be kept private? 

a) File the information in your desk. 

b) Shred the files after each encounter. 

c) Hand the files to someone else to sort. 

d) Create folders for every client you speak 

with 

 

   ف    ع      في      . ( 

  ج            ع   ل    ء. (ب

     م         إ ى   ص آ      ز. (ج

       ل ع  ل     ث  عه.إن  ء  ج  ( 

 

 

 

  

9.) Why might you find outbound calls difficult 

to make? 

a) You have to be well prepared. 

b) You have to keep the customer 

engaged. 

c) You will likely be nervous. 

d) All of the above 

 ؟          ع لاء صع           ج        ( 9

 .   ع      ل    ل جب          ( 

  جب     جعل   ع  ل     علا (ب

 .                    (ج

  ل      ق. ( 

 

 

 

 

 

 

 

   10) If a customer has questions, you must 

______. 

a) Sell lots of product. 

b) Ensure the customer understands that 

you don’t know everything. 

c) Keep the client’s information private. 

d) Be prepared with the information they 

need. 

 

 

 

 

           ع  ل   أل   ص ص  يء ف جب ع       .........( 10

                  ن ج  . ( 

  جعل   ع  ل       ن     ع ف  ل  يء (ب

        ع ى  ص ص    ع        ع  ل. (ج

 .      ع    لإج    ع ى  ؤ  ه ( 
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Module Six: Review Questions 

 

 مراجعة الوحدة السادسة 

 

1.) What is one tip for staying calm with angry 

or rude callers? 

a) Speak very quickly 

b) Speak in soft tones 

c) Speak in loud tones 

d) Do not speak at all 

 

    ي نص        ة      ء    ئ         ص      غ ض       ( 1

    ق   ؟

    ث    ع      ة ( 

    ث  نغ    ن ع   (ب

    ث  نغ    ع     (ج

       م ع ى  لإ لا  ( 

 

  

2.) It is important to not do what when 

listening to angry callers? 

a) Remain calm at all times 

b) Speak softly 

c) Listen to the caller 

d) Take anything personally 

 

   عل      عن        ع إ ى     ص      غ ض   ؟      هم    ( 2

   ف  ع ى    ئ  في ج       ق   ( 

    ث  ه  ء (ب

       ع إ ى     صل (ج

     ي  يء   ص   ( 
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3.) One way to better listen to the caller’s 

needs is to do what? 

a) Empathize with them 

b) Increase the telephone volume 

c) Transfer the call to customer service 

d) Repeat everything the caller says 

 

          ة  لا    ع    ل  فضل      ج       صل       ( 3

   عل     ؟

    ع  ف  عهم ( 

   ه  ف ص  ز   ة  (ب

     ل          إ ى        ع لاء (ج

 إع  ة    ث  ل        ه     صل ( 

 

  

4.) Angry or rude customers will often mask 

what they need behind what? 

a) Poor employee performance 

b) A hidden agenda 

c) Heightened emotions 

d) Personal problems 

  ف   ع لاء غ ضب     ق   في                إ   ء    ( 4

     ج نه    ء     ؟

 ضعف    ء          ( 

 ج  ل  ع  ل    ي (ب

 ز   ة   ع   ف (ج

     ل   ص   ( 

 

 

 

  

5.) What is one method for handling 

angry/rude callers? 

a) Hanging up when they raise their voice 

b) Not acknowledging what they are 

saying 

c) Transferring them to a manager 

d) Listen without interrupting 

     ة    ع  ل        ص      غ ض    /  ق  ؟              ي ( 5

 ق      ص ل عن      فع   ص  هم ( 

 ع م   ع   ف          نه (ب

 ن  هم إ ى        (ج

       ع         ع  ( 

 

 

 

 

 

6.) By listening to angry callers until they are 

finished, the caller will feel what? 

a) Out of breath 

b) They are acknowledged by someone 

c) They are being patronized 

    لال       ع إ ى     ص      غ ض      ى   م   ن ه ء فإ  ( 6

     صل   ع       ؟

  ن   ع    ن س ( 

   م   ع   ف  هم    ق ل   ص    (ب

   م  ع   هم (ج

         ج ( 
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d) More agitated  

  

7.) Identifying what you can do for a customer 

allows the operator to do what? 

a) Offer a solution 

b) Get off the telephone faster 

c) Increase productivity 

d) Over-talk the angry caller 

             ن       م  ه   ع  ل    ح     غل      عل     ؟( 7

     م  ل ( 

   نز ل      ه  ف    ل    ع (ب

 ز   ة  لإن  ج   (ج

  لإف    في      ث     صل غ ضب ( 

 

  

8.) It is important that any solutions offered by 

the operator are what? 

a) Outrageous 

b) Somewhat possible 

c) Realistic 

d) Exactly what the caller wants 

 

       هم     ي    ل     ه      غل  ي     ؟( 8

  ه ن  ( 

      إ ى       (ب

   قعي (ج

    ض               ص ق ( 

 

 

 

 

 

 

 

 

9.) Who tends to get angry customer calls? 

a) Financial services 

b) Car dealerships 

c) Pharmacies 

d) All of the above 

 

     ء ج  ؟         أ  ى     ع              ع لاء( 9

 ) .                

   ئ            (ب

  ص        (ج

 ج         ق ( 

 

  

   10) Our natural reflex to anger or rudeness is to 

_____________.  

a) Run away 

 ......    ق         عل      عى  ن    غضب       ( 10

   ه ب ( 

       ف ع   (ب

   ص  خ ع ى   ع  ل  (ج
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b) Become defensive 

c) Holler back 

d) Nothing 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

    يء ( 

 

Module Seven: Review Questions 

 

 مراجعة الوحدة السابعة 

 

  

1.) What must be done before a call is 

transferred? 

a) Tell the caller they are being transferred 

b) Place the caller on hold for several 

       ي  جب      م  ه ق ل ن ل         ؟( 1

          صل  نه   م ن  هم ( 

 ض      صل في   ن      ع ة     . (ب

 .  ق     ص ل ع  ل     غ ل       (ج
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seconds 

c) Disconnect the operator from the line 

d) Tell the caller why they are being 

transferred 

 

          صل         م ن  هم. ( 

 

 

 

 

2.) A transfer that introduces the caller 

beforehand is known as what? 

a) A warm transfer 

b) An introductory transfer 

c) A greeting transfer 

d) A mutual transfer 

 

    ي    م     صل        ع ف    م     ؟   ن ل( 2

 ن ل   فئ. ( 

 ن ل   ه  ي. (ب

 ن ل     . (ج

 ن ل      ل. ( 

 

  

3.) What must be done before a caller is 

placed on hold? 

a) Transfer to another operator. 

b) Tell the caller you are placing them on 

hold. 

c) Ask permission from the caller. 

d) Have another operator do it. 

 

       ي  جب فع ه ق ل  ع  ق     صل؟( 3

 ن ل إ ى ع  ل   غ ل آ  . ( 

          صل  ن   ضعهم في   ن     (ب

    ب  لإ          صل. (ج

      ع  ل آ        م     . ( 

 

  

 

 

 

 

 

 

4.) If the caller is not able to hold, what can 

the operator do? 

a) Convince them to hold 

               عل   ع  ق         إ           صل غ   ق    ع ى ( 4

 ؟  ف   

  ع  ق         . قنعهم   ( 

         . (ب
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b) Take a message 

c) Offer to transfer them somewhere else 

d) Nothing 

 

 ع ض  ن  ه  إ ى      آ  . (ج

  يء   ( 

 

 

 

5.) What information should be included in a 

message taken by the operator? 

a) Time of the call 

b) The name of the caller 

c) What the caller is requesting 

d) All of the above 

     ي    ع         ي  جب  ض  نه  في        أ         غل؟( 5

  ق          . ( 

   م     صل. (ب

        ه     صل. (ج

  ل      ق. ( 

 

  

6.) Before disconnecting with the caller, the 

operator should verify what about the 

message? 

a) If they have all the information needed 

b) If it is worth writing down 

c) If the caller will instead just call back 

later 

d) If they have to keep the message for a 

while 

 

  ص ل      صل،  جب ع ى     غل      ق         ق ل ق    ( 6

 ع         ؟

 إ          هم  ل    ع        لاز  . ( 

 إ                ق        . (ب

إ           صل             ج    ع ة   ة    ى  (ج

 في  ق    ق.

 إ          هم        ع ى             ة       ق . ( 

 

  

7.) What is the purpose of using a parting 

phrase? 

a) To abruptly end the call 

b) To ask the caller what else they want 

c) To signal the end of the conversation 

d) To shorten call times 

         غ ض          م ع   ة ف   ؟( 7

 لإنه ء          فجأة. ( 

      أل     صل               ض  (ب

 نه            . لإ   ة إ ى  (ج

    ص     ق            . ( 
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8.) Which of the following is an example of 

ending a conversation? 

a) “How may I help you?” 

b) “Thank you for calling today.” 

c) “Where can I send this information?” 

d) “When can you come in for a meeting?” 

 

    ل ع ى إنه ء       ؟ ي       ي ( 8

 "  ف    نني    ع   ؟" ( 

 "        ع ى    ص ل     م" (ب

 "إ ى        نني إ   ل        ع     ؟" (ج

 "  ى    ن      أ ي في  ج   ع؟" ( 

 

  

9.) Outside calls follow the same protocol as 

inner office calls. 

a) True 

b) False 

 

 (  جب         ن س      ب فى                 ة      ص   ة 9

 صح  ( 

   أ (ب

 

 

 

10)If handled incorrectly, a customer can feel 

_____ when being transferred. 

a) Ignored 

b) Angry 

c) As though they are a burden 

d) Frustrated 

 

 

 

 

 

 

 

 

 

ف          ع       م   ع  ل         ف  ص  ة ص     ( 10

 ب........

  نه  م  ج   ه ( 

   غضب (ب

  أنه   ل    ل (ج

   ن ع ل ( 
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Module Eight: Review Questions 

 

 مراجعة الوحدة الثامنة 

 

1.) Which of the following should be included 

in a proper voicemail greeting? 

a) The department name 

b) The assistant’s name 

c) The current temperature 

d) The employee’s vacation plans 

 

  ي       ي  جب  ض  نه في               ص  ي    ن    ؟( 1

   م     م. ( 

   م      ع  (ب

   ج        ة        . (ج

     ع         ف. ( 

 

  

2.) It is recommended to not use what for a 

voicemail greeting? 

a) A personal recording 

b) An automated greeting 

c) The recipient’s title 

d) The recipient’s current department 

             ع م       م                   ص  ي؟( 2

   ج ل   صي. ( 

          ئ  . (ب

 عن          م. (ج

     م      ي       م. ( 

 

  

3.) Urgent calls should be answered in what 

time frame? 

a) Within the week 

b) Within 3 to 4 days 

c) Within 48 hours 

d) Within 24 hours 

 

   ن غي      ع ى             ع ج   في  ي إ    ز ني؟( 3

  لال      ع ( 

    م. 4إ ى  3 لال  (ب

   ع  48 لال  (ج

   ع  24 لال  ( 

 

  

4.) Which of the following would be 

considered an urgent message? 

a) A message from a new client 

b) A message requesting sales information 

  ي       ي  ع          ع ج  ؟( 4

          ع  ل ج   . ( 

          ب  ع           ع  . (ب

              صل   غ ضب. (ج

         ص ص   ب      . ( 
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c) A message from an irate caller 

d) A message regarding a job application 

 

 

 

 

 

 

 

 

5.) In order to find the correct message 

recipient, the operator must identify what? 

a) Who the caller asked for in the message 

b) Who the operator thinks it should go to 

c) Who the next person on shift is 

d) The manager of the department – 

always 

 

    م           ص  ح،  جب ع ى     غل      جل   ع    ع ى( 5

           ؟

      ب     صل في        . ( 

      ع        غل  نه  جب       ب إ  ه (ب

           ص      ي في    ن     (ج

   ئ  . –         م  ( 

 

  

6.) What is one way to ensure a message has 

been properly answered? 

a) Hope it went to the right person 

b) Call the caller back to see if anyone 

answered them 

c) Ask a coworker if they know 

d) Ensure the message reaches the correct 

person to handle it 

 

     ي إ  ى        ض     لإج    ع ى          ل ص  ح؟( 6

 ع ى   ل       ب إ ى     ص    ن  ب. ( 

    صل   ة    ى   ع ف     إ        ي     ع ء  (ب

   ص  ج ب ع  ه 

   أل ز  ل   ع ل إ     ن    ع ف  . (ج

ض     ص ل         إ ى     ص    ن  ب    ع  ل  ( 

  عه .

 

  

7.) What is one tip when leaving messages for 

someone else? 

a) Speak softly 

b) Speak clearly 

c) Speak very slowly 

     ي نص        ة عن         ئل    ص آ  ؟( 7

    م  ه  ء. ( 

    ث   ض ح. (ب

    ث    ء     . (ج

    ث    ع      ة. ( 
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d) Speak very quickly 

 

  

8.) Which of the following should be included 

in a voicemail message? 

a) Your obvious frustration 

b) Any personal requests 

c) Your callback number 

d) Your plans for the day 

 

  ي       ي  جب  ض  نه في            ص  ي؟( 8

 إ          ضح. ( 

  ي         ص  . (ب

  قم       ص ل     ص   . (ج

       ه       م. ( 

 

 

 

 

 

 

9.) Why is it so important to learn to use your 

voicemail service efficiently? 

a) To ensure no information is lost 

b) It saves time 

c) To impress your coworkers 

d) None of the above 

 

      هم      ع م       م      ئل            ص           ( 9

  ص  ة ص    ؟

   ى   أ    نه     ج   ع          ة ( 

 .  ف  ع ى    ق   (ب

 .  ي    ش ز لائ  (ج

    يء       ق ( 

 

  

 10 )The great thing about a voicemail system is 

that messages never get lost or misplaced. 

a) True 

b) False 

 

 

 

 

 

 

               فضل  يء   أ       ئل   ص      ي  نه  ( 10

  ع     

 صح. ( 

 .  أ (ب
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Module Nine: Review Questions 

 

 مراجعة الوحدة التاسعة 

 

  

1.) Group training is often referred to as what? 

a) Crowd training 

b) Collaborative training 

c) Classroom training 

d) University training 

 

 غ             إ ى       ب   ج  عي    م     ؟( 1

     ب   ج     . ( 

       ب    ع  ني. (ب

       ب في    ص ل         . (ج

       ب   ج  عي. ( 

 

  

2.) What is one advantage of using group 

training? 

a) The ability to utilize a classroom setting 

b) The ability to train lots of people at 

once 

     ي إ  ى  ز          م       ب   ج  عي؟( 2 

        ة    إع       ص ل         .     ة ع ى  ( 

      ة ع ى     ب             ن س في  ق      . (ب

      ة ع ى      ح  لأق         ب  عضهم    عض. (ج

      ة ع ى   ص ص ج  ل  ع  ل       ب. ( 
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c) The ability to allow peers to train each 

other 

d) The ability to customize the training 

agenda 

 

  

3.) One-on-one training is usually considered 

what? 

a) Useless 

b) Boring 

c) Impersonal 

d) Informal 

 

      ؟   ى  ع          ب           ( 3

 ع   ه     ئ  . ( 

   ل. (ب

   صي. (ج

 غ      ي ( 

 

 

 

 

 

 

 

 

 

4.) What is one advantage of using one-on-on 

training? 

a) The training can be individualized 

b) The training does not take as long. 

c) Participants do not have to stay for the 

entire session 

d) Employees can decide when to hold 

meetings 

 

     ي إ  ى  ز          م       ب     ص؟( 4

                    ب ف    . ( 

       ب      غ    ق      لا. (ب

     ع   ع ى                ء    ل   ج   . (ج

                       ع  ع     ج   ع  . ( 

 

  

5.) One disadvantage of using peer training is 5 )ع ب               م     ب   ق           ؟ 
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what? 

a) It can only be used on certain 

employees 

b) Personal feelings can distort training 

c) The trainers have to be paid more 

d) The employees have to be trained more 

than once 

 

             ه إ  ع ى         ع ن  .   ( 

      ع      ص                      ب. (ب

           جب      ف   هم      (ج

  جب     ب                    ة. ( 

 

  

6.) Peer training can be helpful to which group 

of employees? 

a) New hire employees 

b) Transfer employees 

c) Temporary employees 

d) All of the above 

                  ب   ق            ج  ع          ؟( 6

            ف ج  . ( 

 ن ل         . (ب

             ؤق   . (ج

  ل      ق. ( 

 

  

7.) What is one method of job shadowing? 

a) Secret shoppers 

b) Peer monitoring 

c) Direct observation 

d) Group learning 

 

 ؟  ع ل     ى    ي           ة    ) 7

     ق         ( 

  ص    ق   . (ب

      ق          ة. (ج

    ع م   ج  عي. ( 

 

  

8.) What is one disadvantage of job 

shadowing? 

a) There is no formal training involved 

b) The process can take too long 

c) The lack of veteran employees to follow 

d) The cost of the program 

 

 

 ع ب               ل       ي؟         ى ( 8

      ج      ب    ي. ( 

 ق     غ     ع      ق      لا. (ب

 ع م  ج            ض          ع . (ج

           ن  ج. ( 
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9.) Which employees are trained in telephone 

etiquette? 

a) New hires 

b) Administrative assistants 

c) All employees 

d) Managers 

 

   م             ى   م      هم ع ى آ  ب            ( 9

        ن  ؟ 

            ج  . ( 

 .   ع      (ب

 ج            . (ج

 )         . 

 

 

 

 

10.) Which method is the best for 

teaching telephone etiquette? 

a) Group training 

b) One-on-one training 

c) Job shadowing 

d) All of the above 

 

 

 

 

 

 

 

 

 

 

 

 

    ي            ي   ضل    ي        ه       ب          ( 10

   ج  ؟

       ب   ج  عي. ( 

     ب      ع ى     . (ب

     ل      ئف. (ج

 ج         ق ( 

Module Ten: Review Questions 

 

 مراجعة الوحدة العاشرة 

 

1.) Screening calls are a useful tool to create 1 )ص  ي    ة     ة لإن  ء     ؟             

     ف    ء      ف. ( 
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what? 

a) Employee performance goals 

b) Employee scripting 

c) Employee peer trainers 

d) Employee work logs 

 

      ج    نص        ف. (ب

            ق            . (ج

  جلا  ع ل      ف. ( 

 

  

2.) Screening calls can help identify what? 

a) Patterns of employee productivity 

b) Problems with the telephone lines 

c) Patterns of poor telephone etiquette 

d) Problems with the computer networks 

            ع              ص في           ؟( 2

  ن    إن  ج           . ( 

 في        ه  ف.     ل (ب

  ن      ء آ  ب   ه  ف. (ج

 .      ب    ل في        ( 

 

  

3.) What is one advantage of using employee 

evaluations? 

a) They are easy to do 

b) It provides employee feedback 

c) It gives the managers less work to do 

d) The evaluations can be redone at any 

time 

 

     ي إ  ى  ز          م                 ؟( 3

       هل      م  ه . ( 

   ف   فضل  لا             . (ب

 فه   ع ي          ع لا  قل      م  ه. (ج

      إع  ة           في  ي  ق . ( 

 

  

4.) What is one method of an employee 

evaluation? 

a) Peer monitoring 

b) Group evaluations 

c) Anonymous voting 

d) Direct monitoring 

 

     ي           م      ف؟( 4

  ص    ق   . ( 

             ج  ع  . (ب

  ص     جه ل. (ج

      ق          ة ( 
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5.) What is one benefit of using peer 

monitoring? 

a) The employee typically feels more at 

ease 

b) The employee feels like they can ask 

more questions 

c) The peer monitor has more freedom 

with the employee 

d) It gives the manager less work to do 

     ي إ  ى ف  ئ        م    ق     ق   ؟( 5

      ف   ع  ع  ة       ه   . ( 

   ع       ف  نه    نه   ح    ز         ئ  . (ب

          جه ز ع ض   ن       ه    ز       (ج

      ف.

 فه   ع ي        ع لا  قل      م  ه. ( 

 

  

6.) What is one disadvantage of using peer 

monitoring? 

a) Peer monitors have to be paid more 

b) Employees may not always agree with 

the peer monitor 

c) Employees will not listen to a peer 

monitor 

d) Peer monitors can become sensitive to 

the employee 

 

           ع  ب       م    ق     ق   ؟( 6

  جب      ف           ق       ز  . ( 

 ق       ق            ئ         قب   ن   . (ب

                   إ ى      ن   . (ج

          ص ح  جهزة ع ض   ن               ف. ( 

 

  

7.) Anonymous call evaluators are also known 

as what? 

a) Mystery dates 

b) Secret shoppers 

c) Anonymous guests 

d) Casual callers 

  ع ف                    جه       ض     م     ؟( 7

      خ   غ  ض. ( 

     ق         (ب

 ض  ف  جه     (ج

     ص    ع  ض . ( 

 

  

8.) What is one method of a customer survey? 8 )ي إ  ى         لاع آ  ء   ع لاء؟     
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a) Peer monitoring 

b) Classroom voting 

c) A follow up visit survey 

d) An evaluation completed by a peer 

 

  ص    ق   . ( 

    ص    في    ص ل         . (ب

           ص ئ     ز            ع . (ج

     م     ه       ق   . ( 

 

 

 

 

 

 

9.) Many employees may not realize that their 

etiquette may be _______ 

a) Inadequate 

b) Needed 

c) Useful 

d) None of the above 

 

                               هم    ب .........( 9

 غ     ف   ( 

     ة (ب

 .    ج   ه   (ج

    ى       ق ( 

 

  

10.) Many companies that offer a 

telephone service have taken advantage of 

some sort of call ________ service. 

a) Mentoring 

b) Monitoring 

c) Display 

d) Center 

   هم ع ة   ز      م            ن       ي(   ع               10

  ل............   ل      

 .  ج ه   ( 

 .   ق   ج  ة (ب

 ع  ض (ج

    ز  . ( 

 

 


