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Instructions for: CCSI

This test is designed to assess how you might
respond to various situations in a call centre
environment.

You will be presented with a scenario that
describes a typical contact centre situation as
well as a possible response to that scenario.

You must select how appropriate you think each
response is.

Each question has six possible answers. One
answer is deemed best in each case.
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Scenario Example

You work in a customer service role in a contact centre. A call comes through to your phone. The customer says,
"I have a query. [ want to know if your prices and the quality of your services are competitive in the market.”

Rate the appropriateness of the following response: R 118

You offer to send the customer leaflets that detail the services your company provides and a price list.

I think that this response is:

1 2 3 4 5 6
Certainly Probably Unzgrtglin; Unggﬂglin: Probably Certainly
inappropriate || inappropriate inap;prcsapri;te agrl;rosm:;e appropriate appropriate
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Proceed to the next page to view the answers.
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Best Answers:
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