AsE Telephone Etiquette

cademy _
ptimizing e-Learning q:\l-@‘ ‘._1\.3\
Module One: Review Questions (oY) Ban gl dan) e
1) What is one benefit of using correct fadila AallSe 8 dasaall A2 Lpall aladiu) 258 s2a) (& L (1
phrasing on a telephone call? e Bosa A o5

& U8 LIS LS o (o
Al iy ¥ daeal) (2
(Juadl IS Jrenll L) b sall oSy (2

a) Calls sound professional.

b) The call is completed quicker.

c) The customer is not bored.

d) The operator can better persuade the

client
2.) Which of the following is an example of Papmall debuall o Jie L bae 6l (2
correct phrasing? "a sall aa)s;uu' (I
"?‘ﬂﬁ:\ . . ‘ ‘ll
a) "What do you want today.” e ol S (<

"eeline Lisa Sy as" (=

" 7"
b) “Where can | transfer you to* "t 3 5 e g (2

@

) "How may | help you?”

o

) “Who do you want to speak to?"

3.) What is one tool that can be used to PRl 3 Sl Lgaladiiual (S () B 1 82Y) 8 L (3
control tone? e (!
a) Volume 'u‘%ih (=
o < , e il (z
) Semantics il (3
c) Deep breathing
d) Inflection
4.) Which of the following should not be used iy Aalle (& Aalatinl (At ¥ b Lae ol (4
on a telephone call? L
) (@
a) Soft tones il (g

b) Monotones Ay ks (2

¢) Inflection
d) Raised tones.
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5.) One technique that can help the operator Ol s g s s sl e Cala sall selus o Ky 32al 5 44585 (5
speak clearly is to do what? ?‘5}'“ Jss
Al JS U e L 32 (1
s 1555 13) Baal) sl (@
i) Slea b Jle Ggeay sl (2
c) Speak loudly into the receiver. Aladll Ll JMA Gl e LS b diaad (2
d) Talk more often during the day for

a) Take deep breaths before each call.
b) Hang up if they make a mistake.

practice.
6.) Which of the following should be avoided el (o adiad g L Lee 61 (6
on the telephone? Aacl clets (]
a) Soft tones
7 e GlalSl) 3hay (2
b) Steady breathing = " dﬁ (€
Mol el (o
c) Clearly pronounce words.
d) “Um” or "Uh"
7.) What is one tool that can be used to 0 L) g Gt Lgaladiad (S (3 310V 8 e (7
improve listening skills? el S pa iy (!

el & lainy) 48 (@
ALl 3aa i (7
Ga¥ 9 e alaadlal S (a

a) Increasing the telephone volume
b) Active listening technique

c) Shortening the length of the call
d) Writing on sticky notes

8.) After their introduction, the operator € dadiall amy Cals gall Jady o 22y 13 (8

should do what? _ Adid s (]
AT Gt I el i e (o

a) Continue with the call
) daead) e LR Cidge Gl (2
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b) Offer to transfer the caller to someone ey e (2
else

c) Pause for a response from the customer
d) Change their tone

9.) What are aspects of telephone etiquette? RSl s 2 L (9
a) Phrasing Al death (1
b) Listening e ‘&%w (=
c) AandB wlon B (e

™ Laa ;‘;& Y (J
d) None of the above

10) It is generally recommended that when we G geally Eaai o) g L g0l Eaadll die o) b el e (10

speak on the telephone, we should speak in our d“h‘;“’w """ S = !
normal tone of voice, if not a few higher. . @J‘f’d\ J}&‘ (
' 4 guall Aladl) daad (@
a) Decimals dess (z
b) Octaves U.ux\ (2
c¢) Decibels
d) Tones

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

3



4 nn o
Mseeyat
cademy

Optimizing e-Learning

Module Two: Review Questions 40 Bas gl daa) e

1) When is the proper time to say ‘please’ on Pdila AallSa A "elliad " ol canliall sl (S e (1

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

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

3.) Which of the following is considered slang
term?
a) “You're welcome.
b) “"How are you?”
¢ "Yes ma'am”
d) "Yall”

4.) Why is slang inappropriate to use on the
telephone?
a) Itis too complicated.
b) It can sound too snobbish.

Jranll (e L bl Laxie
(Sla sl Jreall clilany Ladie (o
Aedia) 2y (7

il 5l U (2

T Adla 3 MK Ul Calial) i gl (6 e (2
Aeddal) amy (i
(Dl slra Jranll dlilany Lodie (o
Axaiall 3 el 2 (7
Jaead) e Dl glae ke Ladie (o

Sdale ied 40U 3 jlall e s (3
"l s e (]
"ol k" (o
" e (g

filel) o alaaindl duulia ye daalall 13U (4
Al dae 5 (1
Jas e san of (Sa (@
AL e 2 4 (2
i) Jlmy o (S (3
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c) ltistoo 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

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.”

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

8.) What should the operator do if they

o 13e iy Aiila Ala 8 "l ellaaa Hladid (5
?ila gl

Ay dalas Bl (I

Al g el 4B (2

daaiadl A5 il Gl A gl (2
Adssudl Jod (3

feailed) e anlasinl Y b e 1 (6

"la glaall 228 ) S5 SIS Ja" (i
"eddaall Uany) & Bl Ja" (<

"Cola ) (laslaal) Jls ) salels Cudd Sla" (z
"ag Jlai¥) 2 gad L'j\ Shle " (a

A3 Gy O (S el Alad Wi Y Lay bl us Laic (7

b sall e 2y 3l ks 5 (2
el e ST ane ele il (z
(Ol sall ilasae ) e (2

PR\

aalhy Lo Jad (e Sty ol 13) il gall Jady o g 130 (8
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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.

9.) Every environment we enter requires a
different form of _
a) Slang words
b) Confidence
c) Volume
d) Language

10.) s 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

¢ Jocial
4 gallay Lo Jadl 43y 5k e Cayl (]

aelal (o I3 Jad 4ay Gl e ind) (o
A s el (2
(OBY e bl a8 Y (o

O allaty Aalide Ay e 4l Saath pad s JS (9
Akl clals) (i
& guall ?;;'631,3) (C
Eanill 3 jree A2l (a

O Sy Al il (o Adlidadad & (10
e 2l s 3 s

Lna¥l Al (i

Cailgl) Aad (@

A A (2
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Module Three: Review Questions AN Baa gl) Aaanl ya
1) Why should operators refrain from Gl [ aladall J5l e g lial) (pals sall o cang 13l (1

oLty Juasy) oLl
lesa ST aglany of (Sar (]
e gy sloatl (o
LAY i) e AS il sl S (z
c) They will have to share with other el L e 8 (i pane pshoaidll (o
operators

eating/drinking while on the telephone?
a) It can make them hungrier
b) The callers can hear it

d) The callers will want to know what they
are having

2.) To help minimize distractions, food/drink Gl [ aladally LAY Cangy el i) IS5 8 Baclusall (2
o

should be kept where? ‘ fol
ikl \
a) On the desk . “A" (
b) Next to the computer il il (-
€ PR .
) Nex p. LAz (z
¢) In a drawer or cabinet i) cilay (3
d) Next to the telephone
3.) Multi-tasking can cause us to do what feailel o Lain Lo Jaii o W) oy ) (S alall 32045 (3
while on the telephone? S s (]
As i 33k (@

a) Lose focus. )
) e Qs (£

b) Increase speed. AaaliY) Gl (2
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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.

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

6.) What is one way to remove office
distractions?
a) Place all personal items in one area of
the desk.
b) Remove excess paperwork.
¢) Hang all sticky notes in a neat row.

d) Add colorful labels to all paperwork files

fha0miall algall JulESl 5 k) sas) oo L (4
o) J8 aledl) e S 2 JLS) (]
Sl G5 giiall e Jee ) JS g (2
ol 35 e JS A6 e (z
Sl Ailaia e SN Jeall 1) (3

S elel) olie) Sa b las 51 (5
Apadd jga (|
Al dlladk («
Aalizmd Gl (7
G e S (2

A0Sl Cldl eI A3y 5okl sas) & L (6
e baal y Ailaie & dpaddll Gl 2 V) aeas g (I
Sl
323030 &)Y A ) (o
Gl Cua 8 4 3 s ) s g (2
A )6l lalal) AS ) A sle Slsand ddla) (2
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7.) When our coworkers interrupt our calls, it Jai O W sy O (S (LS Jaall 630 ) oy Laie (7
can cause us to do what? ke
_2;‘)?:)35!@153@4;_\“5_ (\
AT Gt G e e RS 8 (o
_ngiigfgw I a8 Uged v A pSail) ac (z
else aendl ae 38 U1 dEE (o
c) Rethink why we called this client again.

a) Gain a few minutes for a break.
b) Quickly transfer the call to someone

d) Lose focus with the client.

8.) If a coworker comes by your desk while e cilell o € Lty eli€e I 3 deal) Jiey 1S 131 (8
you are on the telephone, what should you . fnis O“‘*‘*‘
do? JU:.\.\Y\ < Jaiall @A (\

) Place the caller on hold el 28l oo Ay 81 (=
a) Place the caller on hold. ]
. el (a
b) Write a message on a notepad for A5y mgd 5o Ciges ol i) o (3
them.
c) Ignore them.
d) Inform the caller you will call them back.
9) ___can be very common in an Jaal) dap (8 40l (585 ) (S, (9
office environment. deall 3 (]
2o ldY)
a) Coworkers Slele) (=
e gl (z
b) Distractions .
' G legaa (9
¢) Hollering
d) All of the above
10) If we allow distractions to hinder our g AallSall lal e Lillaas ) ileledY) ) Lisans 13V (10
telephone etiquette, it will causeus e llaai o)) A
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to (e s e e (@

a) Lazy and tired S (z
s

b) Unprepared and unprofessional G lee S5V (2

c) Intelligent

d) None of the above

Module Four: Review Questions dag) 1) Bas o) daa) sa
1) How long does a typical inbound greeting 4 pal) 53,1 5l) Apall el Gl (e oS (1
o) 6 | . «
a) 7 to 15 seconds o 1‘0‘2 3\“; (('
WS5d2 (z
b) 5 to 10 seconds AT N30 (o
c¢) 2to 5 seconds
d) 3 to 7 seconds
2.) Long greeting messages can cause the ... g Janll (S ALy ghall s il il (2
customerto ASAL Wiga ()

NOENA| \CA&_\;I\H‘,M;L (g__a
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3.) Which of the following should be included

a) Become interested in the company.

b) Get excited about speaking with the
operator.

¢) Lose interest.

d) Be relieved to have extra time to
prepare themselves.

in a telephone introduction?
a) The operator's name.

b) The operator's title.

c) The operator's department
d) All the above.

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

5.) Why is it important to focus on the

customer’s needs?

a) To shorten call times

b) To maintain customer satisfaction
¢) To increase employee bonuses
d) To increase productivity

il ae Y LY gl salise (2

e ilel Ladia 8 st g L Lee o (3

Gl (I
Jaall & Calagall A5 (@
il gl 4 Jan 3 sl (2
G le S (2

?13le Josiall §30Y dlio dpnd Aladiul & (4

Osbais Cus (]

AS ) aesis b (o

AS,8 Lgiias 3 iy g sl (2
el Al 4 ) Jisill (Sl (3

$aead) cilaliial e 58l agall e 13 (5

Ll E f jpaii) (]
eSaall L e Laiall (o
il sl lilSa s ) (2
Al syl (o
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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.

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

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.

9.) For many companies, inbound calls are a
a) Annoyance

b) Money maker

c) Part of business

d) Reason to retrain employees

fdaenll Dlaliial e &3S 5 Glasal GLhll gaa) 4 L (6
Axdalia g0 g lain) (i
8BS de oo Chaad (<
il Jaeall 4 - sensall S 6 LSS (2
Sreall ddgyle IS 5 S (2

S sma el A laal 32l g dapai & W (7
S e e @geay daglal Lo baal (I
Jil aanilly Jaaial) widl (2
0S8 Sy eyl 8 il o (7
DSie Gaee i AT (2

S5 Jady abs gall ey juall 2525 (8
Aalaylal; (
il clalial e 355 (<
Sl il (z
Aelull (8 e Slaall (e 2 el e Giaa3 (2

_________ :\:\Sgy.nﬂ\ ;M\ kL\LAnS.AJ Q\S)ﬂ\ e .A:\J’Jl (9
Aae e (I
.J e Jual («._1
Bodll ee e (G

b sall G el o (2
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10) Why might a customer call a company?
a
b
C
d

~—

To place an order

~—

To ask questions
To ask for advice
All of the above

-

$AS,410 dialy o)) Jaeall Sy B (10
R OXEQUE I N Ry
Lt (@
Aapai Qlhl (7
G le S (2
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Module Five: Review Questions daldl) Ban gl) Azl e
1) What is one way to become better 95 _ball CLlSall alawias) Jumil maatl 3kl saa) o L (1

Al (5 sinal A ladll (I

NP EN TS DA QUL (W

Sacluadl 315l e da 3l Gllasdle sae (L) (7
Be e ) aill 3e) F (o

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

2.) Being prepared when we call clients shows N3 el o daall Juati Lavie Laslac] (5 500 (2
what? i
a) Boredom Jl Al (-
b) A need for perfection M\::: ((GJ
c) Eagerness
d) Respect for the client

3.) When is the proper time for the operator s Cay il (ol gall il B ) (65 e (3
to identify themselves? Ll e (]

A iy b (o
A Jaaal) 238 O 2 (2
Sospa e (2

a) The end of the call

b) At the beginning of the call

c) After the customer introduces
themselves

d) It's unnecessary.

4) It is important for the caller to identify $13le Jad e Jranll el 4 o oy o Jeaiall agall (10 (4

themselves to prevent the client from st g 3al Gl (]
Ape Al # 5k (@

AWK b aLaaY) ol (

il s (a

doing what?
a) Requesting more information
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b) Asking stupid questions
¢) Losing interest in the call
d) Buying the product

5.) If the caller does not identify the reason for ey Jaanll o 58 288 cagiallle Caane Juaiall 2any 21 1Y) (6
their call, the client may do what? (b sy (]
a4 S Jlw
a) Become bored Admall A8 s (=
b) B : e e N (G
ecome curious Laania e (3
c) Become tired
d) Become excited
6.) The caller should deliver the reason for the 13k aladinl () 50 Al s ailidt Jealdll e ans (6
call without using what? e (
. dagl) cles
a) Inflection e (=
s Gl (#

b) Cheerful tones
c) Filler words
d) Fancy terms

7.) What is one way a customer’s digital Slasbaall 4 e Bliall L (S Al LRI saa) (2 W (7
information can be kept private? "dwﬂ 4 )l
e i) L) il 2S Aol (7
Aalaldl pde dic ?G_MA ada (q

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.

8.) What is one way a customer's printed Sl slaall £ s o Bliall L (S A GBI (s3a) (4 L (8
¢ Jsenll e guladl
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information can be kept private? iSa A Glaglaall Cala (1
a) File the information in your desk. e ds 3 lilel) s (=

DA A padd ) ) sl (z
Az Gaat Jree JST Olalaa ¢ L) (J

b) Shred the files after each encounter.
¢) Hand the files to someone else to sort.
d) Create folders for every client you speak

with
9.) Why might you find outbound calls difficult fma o Slaall GlallSa 225 ) uSA-' 1kl (9
to make? S JS e 585 O oy (!

Melita Juaall Jrad o ia (o

a) You have to be well prepared. .. .
Vs oSO S (e

b) You have to keep the customer

G le S (2
engaged.
c) You will likely be nervous.
d) All of the above
10) If a customer has questions, you must oo O e camd o i (a eady Sl daead) S 13 (10

latid) e LI a (]

st IS oy Y il )y sl Jaa) (o
ranll Dl las da pnd e Bliall (2
Al o Aad larius (£ (2

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.
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Module Six: Review Questions dsbd) Bas gl Al pa

1) What is one tip for staying calm with angry o Oppalal bl e Uals eliull sanl 5 Aapai (o e (1
or rude callers? ) fipadsl
'5_)5\1\5 :\.CJ»A.\ <haad (\

a) Speak very quickly

b) Speak in soft tones Llle ey st (g
c) Speak in loud tones é):w\ s (AS_\_‘ Y (s

d) Do not speak at all

2.) Itis important to not do what when ¢l alaiall ) e laial) die 13ke Jadi Vi agal) (1a (2
Y1 e 8l o Lila (]
s 532 Caad (@
daiall ) gl (z
b) Speak softly lamid st sl 38 (0
c) Listen to the caller

listening to angry callers?
a) Remain calm at all times

d) Take anything personally
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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

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

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

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

o s Jemidll cilaliny Jumdl IS g L 33l 5 4k (3
1Al Jass

e alalail) (\

el & pem 3 (o

Jatadl al s Le JS Eaall sale) (2

Lo slid) Gla¥) e S L3 lady ol cmle oDlaal) Gigu (4
¢13a o) 55 43 yaliag

Crils sall o)af Cana (i

sida Juel Jsoa (<

Calal ol 3345 (2

add KUia (2

flady / cpucalall Caliatall e Jaladll 3aa) 6l 44 Hlall oo W (5
g sa O snd ladie Juai¥l akad (I
6l g8 Ly il jie V) axe (@
o) (Y oelis (2
dakalia oo plainy) (2

Ol sl o s Cpealad) Celeaiall ) g L) A e (6
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d) More agitated

7.) ldentifying what you can do for a customer f13ke Jady o Jrdiall ey Jpenll 4y oLl WliSay Lo 3aa5 (7
allows the operator to do what? ; da s (!
g ol U8 ailel) e Js 31 (<

a) Offer a solution
b) Get off the telephone faster
C) Increase productivity

el sl (g
aale Jeaidl Gyaall b Ll Y1 (2

d) Over-talk the angry caller

8.) It is important that any solutions offered by O3le (o Jadiall Leadiy Jla ol (o pgad) 0 (8
the operator are what? A (!
99 \(',S.AA (=]
a) Outrageous o . (-
s (2

b) Somewhat possible Sleciall 3y Lo Japuly (2
c) Realistic

d) Exactly what the caller wants

9.) Who tends to get angry customer calls? fan slive oD Lol 05S O £ 580 (S L lee 00 (9
a) Financial services Al Glesddl (]
. | [ VO | P I
b) Car dealerships Skl el (=
c¢) Pharmacies .
G le e (2
d) All of the above
10) Our natural reflex to anger or rudenessisto ... Al 5 sl e (anhall Jadll 5 58 L (10
cuddl (]
- L\.Glé . -
a) Run away e 058 (=
daaadl Jle Flpall (2
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b) Become defensive e Y (2
c) Holler back
d) Nothing
Module Seven: Review Questions daglud) Bas gl) Aaa) sa
1) What must be done before a call is Al Ji Jf 4 oLl camy (5311 e (1
transferred? ol oy il Juaiall 81 (1
a) Tell the caller they are being transferred (Ol Baal JUREY) (8 Jeailall g (2
b) Place the caller on hold for several Al e daiidll Jale Juail akad (#
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seconds el a3l Juaiall Al (o
c) Disconnect the operator from the line
d) Tell the caller why they are being

transferred
2.) A transfer that introduces the caller F10le anls o jmy Wise Jaaliall a2y (o2 Jaill (2
beforehand is known as what? @‘J dﬂJ {
a) A warm transfer LSJ"““"JJ: ((‘*’
b) An introductory transfer e i (i
c) A greeting transfer
d) A mutual transfer
3.) What must be done before a caller is ?dml_d\ Galad J8 alad Cany (3 L (3
placed on hold? A dedidale (N da ()

el e (MY Qllal (=
iy @ AT e (2

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.

4.) If the caller is not able to hold, what can dads of Sy 13l A Gadas e 08 e Juaiad) (IS 13) (4
the operator do? ks sall

. LIS Galety agadl (]
a) Convince them to hold ' T (
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b) Take a message
c) Offer to transfer them somewhere else
d) Nothing

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

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

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

AT O8I al e (z
¢L§-ﬁzy (J

rdial) Ladaly Al 3 Lebanai angy Al lagladl) 8 e (5

Al ey (]
raliall anl (@
Jeaidl 4l W (2
G le S (2

1l e @il Jadiall Je ngy cJuaially Juai¥) odad Jié (6
Al )l e

A D) il laall JS gl S 1Y) (i

AL Gty ¥ QS 1Y (@

ol B e B 5o 3 e Gl (e Yoy Juaildl (IS 1Y) (7
Y d A

gl e Bl Al e Blaall sl K1Y (o

£33 ke aladiul (e Al 4 L (7
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8.) Which of the following is an example of Aalase sled) e Jia (b e ol (8
"eeliae e Sy " (\
"?Jf-‘” Juai¥l e &l ) s (<
"ela shaall 038 o)) iiSas ol LI (2
"o laaY b il o e it (o

ending a conversation?

a) "How may | help you?”

b) “Thank you for calling today.”

) “Where can | send this information?”

o O

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

9.) Outside calls follow the same protocol as 33kl 5l 3 ) sl ClallSall 8 gl Gy a5 o)) 2 (9
inner office calls. o= (!
s (
a) True
b) False
10)If handled incorrectly, a customer can feel Jad () (e Aagaia B ) gay cala gall pe Jalai 1131 (10
when being transferred. e =
adalas a3l ()
a) Ignored
c._uhﬂ\ (u
b) Angry Ui Jes S (5
c) As though they are a burden Jais¥l (3

d) Frustrated
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Module Eight: Review Questions ALalil) 3 gl) daa) s
1.) Which of the following should be included Sliall 3 gaall 3y yall dad 8 el ang b Laa 51 (1
in a proper voicemail greeting? el ol (1

a) The department name
) p ) Al T:J\);j\ 3;‘)3 (C
b) The assistant's name il gal) ilbe Ll (2
c) The current temperature

d) The employee’s vacation plans

2.) It is recommended to not use what for a sl Byl doadl L aladiu) aae Guaiud) (e (2
voicemail greeting? ‘f“”d‘“‘“ (
a) A personal recording MTL?'N (=
b) An automated greeting Mﬁifj ((GJ
c) The recipient’s title
d) The recipient’s current department

3.) Urgent calls should be answered in what e ) ol A el Gl e o )l sy (3
time frame? gomdl P (

.el-)i 4 &‘ 3. (‘.—’
iclu 48 Pa (¢
iclu 24 DA (J

a) Within the week
b) Within 3 to 4 days
c¢) Within 48 hours
d) Within 24 hours

4.) Which of the following would be fllale Alu )y Liiay b lee sl (4

considered an urgent message? i dee Gl (]
calall Jeaiall e Al (2

-

a) A message from a new client
b) A message requesting sales information
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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 Jadall Slo s cranall Ale )l alive e siall dal e (5

1Ak wass

. Al )l 8 Jeaidl il e (f
a) Who the caller asked for in the message L S < o (
Al cady o) g Al Jadiall aiey (gl (2

b) Who the operator thinks it should go to Al b U paddl s e (g
c) Who the next person on shift is Ll — adll e (2

recipient, the operator must identify what?

d) The manager of the department —
always

6.) What is one way to ensure a message has S JSi Al ) e L) dleal GHkl s2s) 2 L (6
been properly answered? b pasdl ey gl del (e (]
Gl S 1Y L e 5 5a0 5 e Jeaidl) eleind (o
lede clal jasd
Osm 1S 1) Jaad) iy Js (2
answered them Jalall il sl Y Al )l Jpem s e (2
c) Ask a coworker if they know lgra

a) Hope it went to the right person
b) Call the caller back to see if anyone

d) Ensure the message reaches the correct
person to handle it

7.) What is one tip when leaving messages for a1 padl Jils ;55 die Baal y daal 4 L (7
someone else? '”J"-f o (
La s Gl (@
_J:\J..."L ;.L:gg Ehaas (C

B3aS Aoy Caaad (2

a) Speak softly
b) Speak clearly
c) Speak very slowly
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d) Speak very quickly

8.) Which of the following should be included fipm 3 Al (b el g b lea 1 (8
in a voicemail message? o=l &L& (
Lﬂ.} ua\;j\ d\.a.aﬁ\).” Q) (;5‘) (C
ool gl elllaa (3

a) Your obvious frustration
b) Any personal requests
¢) Your callback number
d) Your plans for the day

9.) Why is it so important to learn to use your Al sl sl Jibua Il pladiuad plafi of pgall e 131 (9
voicemail service efficiently? . Qw P
3 sie o sloe 2a g ¥ 43 S5 i (]
) e Bl (@
BB s (S (2
™ Laa ;‘5&5 Y (J

a) To ensure no information is lost
b) It saves time

c) To impress your coworkers

d) None of the above

10 )The great thing about a voicemail system is 3 ) Sy Y ) o A seall il N ol £ 3 Jual (10
that messages never get lost or misplaced. ) A sl
= (i
a) True Rl (w
b) False
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Module Nine: Review Questions Anlil) 3 gl dna) ya
1.) Group training is often referred to as what? ke anly eeleall il ) Ly Le Lile (1

omlaall cy i (]
(sl il (o
A pal) Jpendl) bl (2

a) Crowd training

b) Collaborative training
¢) Classroom training
d) University training

2.) What is one advantage of using group ¢ selaal) ol alasinl Ul e gaa) A L (2
training? Al jall J gl slae) e sl e sy (]
2y g A Gl e SSI cy i e s )l (G
Lol aguany il o)) 8 Hleudl e 3,080 (5
ol Jeel Jsoa anads e s a0 (3

a) The ability to utilize a classroom setting
b) The ability to train lots of people at
once

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

27



4 nn o
Mseeyat
cademy

Optimizing e-Learning

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 $aaly (M asly cupail) Hiey B (3
what? oldll dgae (]
a) Useless d« ((t.—ﬁ
: i (z
b) Boring s== (g
) e (.J
c) Impersonal
d) Informal
4)) What is one advantage of using one-on-on foalall ol aladinl Wl je saa) (o8 L (4
training? Lo el 058 o oS ()

Slask B8y (3 aia Y )il (o
Adal Jl gl elal) € il e iy Y (£
Sleladaly) de e ge paad cpilh gll (K (2

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

5.) One disadvantage of using peer training is il s Ol AV 08 aladiul (40 2al 5 e (5
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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

6.) Peer training can be helpful to which group

v

of employees?

a) New hire employees
b) Transfer employees

c) Temporary employees
d) All of the above

.) What is one method of job shadowing?

a) Secret shoppers
b) Peer monitoring
c) Direct observation
d) Group learning

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

e (il e o V) Adadin) (K Y (0
ol o5 G Sy Apad &l e liall (o
ST e @y o e gl (2

Bn e ST aida pall Cappxany (2

€0pila gall e sanal e () AV G X 058 ) (R (6
A Cala g uilage (I
LOndha gall J88 (@
el il sl (2
G le S (2

S AN Janl) (e 32a) 5 38 )l & W (7
Osim Ohguia (I
LAY da )y (@
ESCEERR
eebaall bl (3

b sl Jllaill (e aaly e hiles Lo (8
RISWETETETEEPTD PIN |
Sl 55 dglanll (35555 5 (o
Al Gae pdae (pihse dm g e (7
el A (o
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9.) Which employees are trained in telephone

etiquette?

a) New hires

b) Administrative assistants
c) All employees

d) Managers

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

Module Ten: Review Questions

1.) Screening calls are a useful tool to create

Clialaall ol o agm ja8 b A () 5ala sall a8 (0 (9
€5 giulil

2l o gilasall (]

e bl (@

sabsall s (2

ol (2

ol gl ol Lgaladind ol s 3 Ayl 4 L (10
£aaall

eetaall ) (i

Al e aal s cn )X (@

s g Qs (2

G be goan (3

5 pdilad) 5as gl) daal sa
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als gall glof il (]
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what?

a) Employee performance goals
b) Employee scripting

c) Employee peer trainers

d) Employee work logs

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

3.) What is one advantage of using employee

evaluations?

a) They are easy to do

b) It provides employee feedback

) It gives the managers less work to do

d) The evaluations can be redone at any
time

4.) What is one method of an employee

evaluation?

a) Peer monitoring
b) Group evaluations
c) Anonymous voting
d) Direct monitoring

cals gall Apaill Aaa il (@
L0dla gl G BY) Gl (2

913Le w3 pandl) LS 2l o (K (2
ol ) Al Bl (1
i) bashad A& (KL (@
il Gl o s Bl (g
gulall Gl 8 JSU (2

€ pila sall e aladinl W) e saa) 4 W (3
Lo k) Jeasd) g (1
il sall laa e Jumdl g (o
ALl 8 See o ) Jay e (2
iy ol b eyl sale) (Say (2

fab sall i 48y 5l 8 e (4
O aay (0
Ao leall Slepdil) (o
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5_alaall 480,40 (2
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5.) What is one benefit of using peer T AV Ay pladind 351 san) (o8 L (5
monitoring? ‘ Alsen S8V B3le il bl (]
ALY e 3 5al 2 e 4 4l Calasall ey (0
e Aol Ge el agal kil (e e (2
ease SR
b) The employee feels like they can ask ALl 8 Stee ) ans sgd (2
more questions

a) The employee typically feels more at

c) The peer monitor has more freedom
with the employee
d) It gives the manager less work to do

6.) What is one disadvantage of using peer COAY) Al e aladivd e ] g8 L (6
Al Gl 8V Ll ddy o sy (]
bl Gl e aa Ladla (0 il gall (38 Y S8 (2
ek ABLE ) s sal) st O (2
ol el dbis julail) (yn e B)@i@mjoi@ (2

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

7.) Anonymous call evaluators are also known 13le anls Lyl () 5l sganall LIS gagia o yay (7
as what? asasd) ol ()
O 58 suila (2
Ol sene o (2
b) Secret shoppers . . (€
_4\...4‘)\.9 M\ (J
C) Anonymous guests

a) Mystery dates

d) Casual callers

8.) What is one method of a customer survey? €eSlaall ol )l g AMind 55k saa] (4 e (8
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a
b
C
d

~—

Peer monitoring

~—

Classroom voting

~—

A follow up visit survey

~—

An evaluation completed by a peer

9.) Many employees may not realize that their

10.)

etiquette may be __
a) Inadequate

b) Needed

c) Useful

d) None of the above

Many companies that offer a
telephone service have taken advantage of
somesortofcall _ service.
a) Mentoring
b) Monitoring
c) Display
d) Center

O AY) aa (T

Al pall J paadll 8y sl (2
Al 50 Alaiind Aul 2 (¢
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