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6. A customer reports a recurring issue with a product that has
already been addressed multiple times. What is the best approach
to resolve this situation?

A) Offer a replacement product or a refund
B) Repeat the previous solution, hoping it works this time
C) Suggest the customer stop using the product
D) Escalate the issue to a higher level of support for further
investigation

Correct answer: D) Escalate the issue to a higher level of support
for further investigation

7. In the context of customer service, what does the term 'first
contact resolution' (FCR) refer to?

A) Resolving a customer’s issue during the first interaction
without the need for follow-up
B) The time it takes to respond to a customer's initial inquiry
C) The number of contacts needed to fully resolve a customer
issue
D) Following up with a customer after their issue has been
resolved

Correct answer: A) Resolving a customer’s issue during the first
interaction without the need for follow-up

8. How can a customer service representative effectively use a
chatbot to enhance the customer experience?

A) Rely entirely on the chatbot to handle all interactions
B) Use the chatbot for routine inquiries and step in personally
for more complex issues
C) Let the chatbot handle all communications without human
supervision
D) Avoid using chatbots as they can confuse customers

Correct answer: B) Use the chatbot for routine inquiries and step in
personally for more complex issues

9. What is the most effective way to handle a customer complaint
about poor service?

A) Blame the issue on another department
B) Listen carefully, apologize, and offer a solution to rectify the
situation
C) Explain why the service was poor and ask for the customer’s
understanding
D) Offer a discount without addressing the root cause of the
complaint

Correct answer: B) Listen carefully, apologize, and offer a solution
to rectify the situation

10. Which of the following is a best practice for maintaining a
positive tone in written customer communications?

A) Using formal language at all times
B) Keeping responses brief and to the point
C) Using positive language, such as "I can help with that"
instead of "I can't do that"
D) Avoiding the use of any technical jargon

Correct answer: C) Using positive language, such as "I can help
with that" instead of "I can't do that"

Customer service representative screening quiz

Check out more templates | recruitcrm.io ©Recruit CRM

1. Which of the following is the most effective way to demonstrate
active listening during a customer interaction?

A) Repeating everything the customer says word-for-word
B) Taking detailed notes during the conversation
C) Paraphrasing the customer's concerns to confirm
understanding
D) Offering a solution before the customer finishes speaking

Correct answer: C) Paraphrasing the customer's concerns to confirm
understanding

2. If a customer is upset about a delayed order, what is the best first
step to de-escalate the situation?

A) Offer a discount on their next purchase
B) Apologize sincerely and acknowledge their frustration
C) Explain that delays are common during busy seasons
D) Immediately escalate the issue to a manager

Correct answer: B) Apologize sincerely and acknowledge their
frustration

3. Which of the following is a key benefit of using chatbots in
customer service?

A) They eliminate the need for human customer service
representatives
B) They can provide 24/7 customer support and handle common
inquiries quickly
C) They can solve all customer issues without human intervention
D) They reduce the overall quality of customer service interactions

Correct answer: B) They can provide 24/7 customer support and
handle common inquiries quickly

4. How should a customer service representative handle a situation
where they do not know the answer to a customer’s question?

A) Make an educated guess to avoid looking uninformed
B) Admit they don’t know and suggest the customer look it up
C) Politely inform the customer they will find out the answer and
follow up as soon as possible
D) Ignore the question and move on to another topic

Correct answer: C) Politely inform the customer they will find out the
answer and follow up as soon as possible

5. Which of the following is an example of providing proactive
customer service?

A) Responding to customer inquiries within 24 hours
B) Sending customers a satisfaction survey after their issue is
resolved
C) Notifying customers in advance about a known issue and
offering a solution
D) Waiting for customers to report problems before taking action

Correct answer: C) Notifying customers in advance about a known
issue and offering a solution
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