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Call Center Training 

    ز    ص       ب 

Module One: Review Questions 
 

 : الأولىمراجعة الوحدة 
 

1.) What does DBM stand for? 

a) Dominant Buying Motive 

b) Definitely Buy More 

c) Drastic Buying Motive 

d) Dominant Buyer Metrics 
 

 ؟DBM(          قف 1

   ف       ء     ئ  ( 

     أ       ء    ز   (ب

   ف       ء   ج  ي (ج

      س       ي        ة ( 

 

  

2.) The customer decides to buy the lawn 

mower from you rather than the 

competition because your product is less 

expensive. What type of reason does the 

customer give for buying from you? 

a) Emotional 

b) Logical 

c) Pride of ownership 

d) Fear of loss 

 

  (         ع  ل    ء جز زة   ع ب  ن     ً       ن ف    2

ه  ن ج   قل      .    ن ع     ب    ي     ه   ع  ل    ب    ئ

  ن ؟

 ع   ي ( 

  ن  ي (ب

      ء         (ج

     ف          ة ( 

 

  

3.) What is the gist of the strategy in 

“Establishing a Call Strategy”? 

a) The sales person should continually talk 

over the customer 

b) The sales person should let the 

customer do all of the talking 

c) The sales person should talk enough to 

explain what they are selling, but not so 

much that they miss opportunities to 

learn about the customer by simply 

listening  

 

 (        ج     لإ      ج   في "إن  ء إ      ج     ص ل"؟3

  جب        ث  ن  ب      ع                 ع  ل ( 

 لام جب ع ى  ن  ب      ع        ح   ع  ل       م   ل     (ب

    ث  ن  ب      ع      ل   فٍ    ح       عه  جب     (ج

،        س    ً     ى     ه ف ص    ع ف ع ى   ع  ل 

   ج         ع إ  ه

  جب       صل  ن  ب      ع      ع  ل إ ى            ل ( 

   ل     جب        ث    ً  
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4.) In the example about the army recruiter, 

the recruiter missed an opportunity to do 

what? 

a) Empathize with the young man 

b) Encourage the young man to join the 

Army 

c) Speak to the young man 

d) Control the conversation 

 

 (  في    ل    جن  في   ج ش  ض ع    جن  ف ص    عل     ؟4

    ع  ف        ب ( 

         ج ش  ج       ب ع ى     (ب

    ث        ب (ج

      م في          ( 

 

  

5.) What does prospecting mean? 

a) To make a sale to a customer 

b) To lose a sale 

c) To evaluate whether or not the 

individual has the motivation and or 

means to make a purchase 

d) To evaluate whether or not the 

individual has the authority to make the 

purchase 

 

 (        عني    ن  ب؟5

 لإج  ء ع           ع  ل ( 

     ة       (ب

     م    إ         ى           ف    /         ئل لإج  ء  (ج

 ع        ء  م  

      م    إ                ه           ء  م   ( 

 

  

6.) What is the best way to respond to a 

prospective client when you discover they 

do not have the motivation to close a deal? 

a) Tell them they are wasting your time 

b) Verbally pressure them into closing the 

deal 

c) Discreetly move on to prospects that 

are more likely to close the deal 

d) Send a letter pressuring them to close 

the deal 

(      ي  فضل            ع ى   ع  ل       ل عن        ف  نه 6

   س    ه     ف  لإ   م ص   ؟

        نه  ض    ق   ( 

   ضغ  ع  ه     ً  لإ   م   ص    (ب

 ن  ل      إ ى   ع لاء                        جح     (ج

  غ       ص   

 ل    ب   ضغ  ع  ه لإغلا    ص   إ    ( 
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7.) What does qualifying mean? 

a) To lose a sale 

b) To evaluate whether or not the 

individual has the motivation and / or 

means to make a purchase 

c) To make a sale to a customer 

d) To evaluate whether or not the 

individual has the authority to make the 

purchase 

 (        عني    أ  ل؟7

     ة ع         ( 

     م    إ         ى           ف    /         ئل لإج  ء  (ب

 ع        ء  م  

 لإج  ء ع           ع  ل (ج

      م    إ                ه           ء  م   ( 

 

  

8.) Who should you speak to if you are trying 

to make a sale to an organization? 

a) The first person who answers your call 

b) The CEO 

c) The company’s customer service 

department 

d) The person that can make the decision 

of whether or not to buy 

 

 (  إ ى     جب        ث إ    ن      ل         ن      ؟8

   ص     ع ى          ل  ( 

    ئ س    ن   ي (ب

 ق م        ع لاء         (ج

     ص    ي    نه       ق         ء    ع  ه. ( 

 

  

9.) According to the information in this 

module, constant changes and innovations 

in the marketplace are sometimes hard to 

______.   

a) Predict 

b) Talk about 

c) Keep up with 

d) None of the above 

 

 ف ً     ع            ة في          ة ،  صعب     نً  9) 

 ______    غ                        ة في      .

   ق  ( 

    ث ع  (ب

        (ج

    يء       ق ( 

 

  

10.) ___________ is the main reason the 

customer or buyer will select your product 

over the competition. 

a) SMART 

___________        ب    ئ  ي    ء          ع  ل    10) 

       ي   ن ج  ع ى    ن ف  .

   ي ( 

 DBM (ب
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b) DBM 

c) CEO 

d) All of the above 

 

    ئ س    ن   ي (ج

  ل         علا  ( 
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Module Two: Review Questions 
 

 : الثانيةمراجعة الوحدة 
 

1.) Getting beyond the gate keeper” refers to 

what level of conversation? 

a) Informational 

b) Object language 

c) Meta-language 

d) Non-verbal 

 

 (  " ج  ز    س        "      إ ى  ي     ى            ؟1

  ع        ( 

  غ      ئ  (ب

    غ      ق   (ج

 غ      ي ( 

 

  

2.) nformational conversation carries what 

risk? 

a) High 

b) Low 

c) Medium 

d) Medium-high 

 

 (         إعلا       ل      ؟2

 ع     ( 

 ن خ (ب

        (ج

 ع     –        ( 

 

  

3.) When building rapport with a potential 

customer and inquiring about their 

preferences, likes and dislikes, what topic is 

likely the safest to discuss? 

a) Religion 

b) Sexual orientation 

c) Food 

d) Race 

 

(  عن   ن ء علاق     ع  ل     ل           ع    ض لا ه 3

  إعج    ه         ه ،           ض ع          نً     ن ق  ؟

 )     

     ض ل   جن ي (ب

   غ  ء (ج

   ع   ( 

 

  

4.) In order to understand the preferences, 

likes and dislikes of a customer, the 

salesperson must do which of the 

following? 

a) Focus only 

b) Listen only 

(      جل فهم   ض لا    ع  ل  إعج    ه         ه ،  جب    4

   عل  ن  ب      ع     ً        ي؟

 ف         ز ( 

       ف   (ب

  ج  ل   ع  ل (ج

   ز        ( 
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c) Ignore the customer 

d) Focus and listen 

 

 

  

5.) Of the following, what does Emotional 

sharing deal with? 

a) The feelings that the buyer and seller 

have about the deal 

b) The feelings that the seller has about 

something unrelated to the deal 

c) The feelings that the buyer has about 

something unrelated to the deal 

a) The lack of feeling on the part of the 

buyer and seller 
 

 (        ي ،       ي   ن   ه            ع     ؟5

      ع     ي   ع   ه      ئ         ي  ج     ص    ( 

     ع     ي   ع   ه      ئ    ل  يء   علاق   ه  (ب

 ص      

     ع     ي   ع   ه        ي   ل  يء   علاق   ه  (ج

    ص   

 ق      ع     ى     ئ         ي ( 

 

  

6.) Listening to what the customer says during 

emotional sharing will most likely do what 

for the salesperson? 

a) Give them insight into the best way to 

address the customer to result in a sale 

b) It cannot change the salesperson’s 

approach, and therefore has no effect 

c) Cause the salesperson to begin talking 

to the prospect about something 

completely unrelated to the deal 

d) None of the above 

 

 ل   ن ء            ع         (        ع إ ى        ه   ع 6

     جح      عل      ن  ب      ع  ؟

 ع ه ن  ة   ق     ل  فضل                 ع  ل      ق  ( 

 ع        

           غ   نهج  ن  ب      ع   ،        ي   س  ه  ي  (ب

  أ   

جعل  ن  ب      ع        في      ث إ ى   ع  ل       ل  (ج

 علاق   ه    ً      ص     ل  يء   

    يء       ق ( 

 

  

7.) Which of the following core values was not 

mentioned in “Reporting”? 

a) Honesty 

b) Integrity 

c) Responsibility 

 (   ي        م                  م           في "إع            "؟7

   ص   ( 

   نز    (ب

     ؤ     (ج

 )        



 

7 

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

                   - )                                                              (                                  ©   

d) Compassion 

 

 

 

 

 

 

 

  

8.) When attempting to converse, it is 

essential to understand the different types 

of _______.  

a) People 

b) Conversations 

c) Situations 

d) Organizations 

 

عن              ث ،      ض   ي فهم   ن  ع             8) 

._______ 

   ن س ( 

           (ب

      قف (ج

    ن     ( 

 

  

9.) Inquiring about the date or the score of 

the last football game is an exchange of 

_______.  

a) Opinions 

b) Information 

d) Beliefs 

e) Values 

 

         ع      خ    ن  ج  آ        ة   ة ق م        ل  ـ 9) 

._______ 

  لآ  ء ( 

    ع      (ب

    ع      (ج

     م ( 

 

  

10.) A skilled sales person can gain much 

information about the style and 

preferences of a client by talking about 

their ________.  

a) Likes 

b) Dislikes 

c) A and B 

d) Neither A nor B 
 

         ف      ع             ص ل ع ى           10) 

    لال      ث ع     ع        ل     ب   ع  ل    ض لا ه 

.________ 

  لإعج     ( 

      (ب

     ب (ج

        ب ( 
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Module Three: Review Questions 
 

 : الثالثةمراجعة الوحدة 
 

1.) What word is the clear invitation to start a 

conversation? 

a) Hello 

b) Bye 

c) Pardon 

d) No 

 

 (      ي            ض      ع ة    ء       ؟1

 )  ً     

    ع  (ب

   ع   (ج

 )   

 

  

2.) When is it appropriate for an associate to 

set down the phone while talking to a 

customer in order to get the appropriate 

person for the customer to speak to? 

a) As soon as the associate realizes he 

can’t help the customer 

b) Once the customer has agreed to be 

put on hold 

c) As soon as the customer begins talking 

d) Never 

 

(    ى            ن  ب       م   ز  ل  إع      ه  ف   ن ء 2

     ث إ ى       ع لاء     جل    ص ل ع ى     ص    ن  ب 

    ي        ع  ل      ث إ  ه؟

    نه    ع ة   ع  ل   ج                ع   نه   ( 

   ج      ف     ع  ل ع ى    ع  ق (ب

   ج             ع  ل في      ث (ج

 )      

 

  

3.) Communicating ___ is the bridge to 

developing rapport with a customer. 

a) Love 

b) Disdain 

c) Compassion 

d) Peace 

 

 (       صل ___    ج            علاق       ز   .3

    ب ( 

   ز   ء (ب

        (ج

    لام ( 

 

  

4.) When building rapport, how often should 

the associate use the customer’s name? 

a) Never 

b) Seldom 

 (  عن   ن ء علاق  ،  م   ة  جب         م      ف   م   ع  ل؟4

 )      

 ن     (ب

   ئ   (ج
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c) Always 

d) Frequently 

 

    ل       ( 

 

  

5.) It is ___ acceptable for an associate to slur 

his speech when speaking to a customer. 

a) Never 

b) Sometimes 

c) Usually 

d) Always 

 

 (           ل ___       م   ز  ل  لا ه عن       ث إ ى   ع  ل.5

 )      

 في  عض        (ب

 ع  ة (ج

   ئ   ( 

 

  

6.) Speaking in a monotone voice is best 

when? 

a) At the beginning of the call 

b) Never 

c) In the middle of the call 

d) At the end of the call 

 

 (   فضل            ث  ص      ب؟6

 في                ( 

      (ب

 في  ن صف          (ج

 في نه             ( 

 

  

7.) Why do businesses, many times, have 

unsatisfied customers when a complaint 

arises? 

a) Poor listening on the part of the 

company 

b) Poor listening on the part of the 

customer 

c) Effective listening on the part of the 

company 

d) Effective listening on the part of the 

customer 
 

(               ى         في                ع لاء غ   7

   ض   عن   ه      ى؟

       ع    ج نب        ضعف ( 

 ضعف       ع    ج نب   ع  ل (ب

       ع    ع ل    ج نب        (ج

       ع    ع ل    ج نب   ع  ل ( 

 

  

8.) Of the following, which is not an example 

of an effective listening technique? 

 (          ي ،       ي    ع        ً ع ى     ب      ع فع ل؟8
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a) Allowing the speaker to express 

themselves without interruptions  

b) Quietly talking to co-workers while 

listening to the customer talk 

c) Using signs of agreement in the 

conversation without interrupting the 

flow  

d) Avoiding multi-tasking while the 

conversation is in progress 

 

      ح       ث     ع    ع  ن  ه      ن   ع ( 

     ث  ه  ء    ز لاء   ع ل   ن ء       ع إ ى    ث  (ب

   ع  ل

       م إ             في                  ع      فق (ج

         . جنب  ع      ه م   ن ء  ( 

 

  

9.) Every business receives customer 

complaints over _______.  

a) Time 

b) The phone 

c) The internet 

d) All of the above 

 

     ى  ل ع ل     ى   ع لاء ع ى   ى _______.9) 

  ق  ( 

   ه  ف (ب

  لإن  ن  (ج

  ل         علا  ( 

 

  

10.) Expressing your ideas with a change 

of emphasis on key words and avoiding 

using a monotone, is: 

a) Controlling your volume 

b) Changing your intonation  

c) Enunciating 

d) All of the above 

 

   ع    ع   ف         غ          ز ع ى            ئ     10) 

   جنب       م       ،   :

      م في     ى   ص       ص    ( 

   ص       ص     غ    نغ    (ب

 إعلا  (ج

  ل         علا  ( 
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Module Four: Review Questions 
 

 : الرابعةمراجعة الوحدة 
 

1.) How often can an associate check off items 

from a self-assessment document? 

a) As often as they like 

b) After each call, only 

c) At the end of the day, only 

d) At the end of the month, only 

 

 (   م   ة        ز  ل   ب   عن ص                 م      ي؟1

 في                          هم ( 

  ع   ل         ف   (ب

 في نه        م ف   (ج

 في نه       ه  ف   ( 

 

  

2.) Self-assessments are designed for whom to 

evaluate the associate? 

a) The associate’s manager 

b) The associate 

c) The customer 

d) The associate’s peers 

 

 (                     ص          م     م    ن  ب؟2

 )             

        (ب

   ز    (ج

  ق           ( 

 

  

3.) When are sales agents generally allowed to 

make changes to sales scripts? 

a) As soon as they receive them 

b) Never 

c) Once they have proven that they have a 

grasp on effective sales conversation 

d) After they have been with the company 

for a year 

 

(    ى     ح    لاء      ع   ع  ً    إج  ء  غ      ع ى 3

 نص ص      ع  ؟

   ج      لا هم ( 

      (ب

    هم فهً                 ع      ع     ج                 (ج

  ع       ض                ة ع م ( 

 

  

4.) What is the main purpose of the sales 

script? 

a) To give associates the wording they 

should use on every call 

b) To stunt the professional development 

of the associates 

 (          غ ض    ئ  ي      ن          ع  ؟4

  نح   ز لاء   ص  غ     ي  جب ع  هم        ه  في  ل  ( 

       

  قف           هني    ن      (ب

  ع  ف    ن      إ ى           ع      ن     (ج

 فع        ن  ب     س ( 
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c) To introduce associates to the proper 

sales pitch 

d) To gauge an associate’s effectiveness 

 

 

  

5.) Which of the following is not mentioned as 

something that’s modified in a sales script 

in order for the associate to make it his 

own? 

a) Word choice 

b) Length 

c) Style 

d) Core facts 

 

(   ي       ي  م         يء  م  ع   ه في نص    جي      ع   5

  جع ه          صً   ه؟  ي 

 )               

     ل (ب

      ب (ج

      ئق         ( 

 

  

6.) Of the following, which is a part of the 

sales script that should remain the same? 

a) Core facts 

b) Word choice 

c) Length 

d) Style 

 

 (        ي ،  ي جزء    نص      ع    جب      ل       ؟6

             ئق  ( 

               (ب

     ل (ج

      ب ( 

 

  

7.) What shows monthly sales goals and 

achievements? 

a) Sales memory board 

b) Sales dashboard 

c) Sales skateboard 

d) Sales snowboard 

 

 (        ي   ه      ف      ع      ه      لإنج ز  ؟7

          ة      ع   ( 

         م      ع   (ب

      ع      ح    ز ج  (ج

      ع      ح    ز ج ع ى   ج    ( 

 

  

8.) What motivates productivity? 

a) Sales snowboard 

b) Sales memory board 

c) Sales skateboard 

 (        ي    ز  لإن  ج  ؟8

      ع      ح    ز ج ع ى   ج     ( 

          ة      ع   (ب

      ع      ح    ز ج  (ج
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d) Sales dashboard 

 

         م      ع   ( 

 

 

 

 

 

 

 

  

9.) Telemarketers and customer service 

representatives need some _______ to 

practice their trade. 

a) Tools 

b) Encouragement 

c) Time 

d) None of the above 
 

    ج      ق   ع     ه  ف               ع لاء إ ى  عض 9) 

          ج   هم._______ 

 )        

     ج   (ب

    ق  (ج

    يء       ق ( 

 

  

10.) Who will provide trainees with a 

typical script? 

a) Training manual 

b) Sales trainers 

c) The CEO 

d) They are expected to write it themselves 

 

       ي   ز              نص ن   جي؟10) 

    ل       ب ( 

     ي      ع   (ب

    ئ س    ن   ي (ج

    ق   نهم      ه   أن  هم ( 
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Module Five: Review Questions 
 

 مراجعة الوحدة الخامسة: 
 

1.) What does the “S” in the STAR acronym 

stand for? 

a) Situation 

b) Servitude 

c) Sales 

d) Simplification 

 

 ؟STAR" في    ص   S(        ي    ز إ  ه   ف "1

   قف ( 

   ع      (ب

      ع   (ج

 )         

 

  

2.) n order to handle the call successfully, the 

associate must do what? 

a) Strive to simplify the issue 

b) Orient themself with the situation 

c) Maintain a servant’s attitude 

d) Focus only on sales 

 

  ز  ل      عل (      جل    ع  ل              نج ح ،  جب ع ى 2

     ؟

    ص ع ى               ( 

   ج ه ن  ه       ض  (ب

        ع ى   قف      م (ج

   ز ف   ع ى      ع   ( 

 

  

3.) What does the “T” in the STAR acronym 

stand for? 

a) Tenure 

b) Task 

c) Triumph 

d) Trouble 

 

 ؟STAR" في    ص   T(        ي    ز إ  ه   ف "3

      زة ( 

    ه   (ب

   ن ص   (ج

 )       

 

  

4.) What lowers the level of stress for the 

associate? 

a) Forcing the customer to identify the 

proper task 

b) Asking his supervisor to complete the 

task 

   ز  ل؟(        ي    ل        ى   ضغ  ع ى 4

 إج      ع  ل ع ى          ه      ن     ( 

       ب       فه إ   م    ه   (ب

  ع ف            ج       ه   (ج

  جنب    ه   ( 
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c) Knowing how to respond to the task 

d) Avoiding the task 

 

  

5.) What does the “A” in the STAR acronym 

stand for? 

a) Accountable 

b) Assessment 

c) Action 

d) Affordability 

 

 ؟STAR" في    ص   A(        ي    ز إ  ه     ف "5

      ء   ( 

       م (ب

   ع ل (ج

      ة ع ى    ل        ف ( 

 

  

6.) Who is responsible for meeting the need of 

the customer? 

a) The customer 

b) The supervisor of the associate 

c) No one is responsible 

d) The associate 

 

 (         ؤ ل ع          ج    ع  ل؟6

   ز    ( 

    ف        (ب

         ؤ ل (ج

 )        

 

  

7.) What does the “R” in the STAR acronym 

stand for? 

a) Result 

b) Resolution 

c) Referral 

d) Repercussion 

 

 ؟STAR" في    ص   R(        ي    ز إ  ه     ف "7

 ن  ج  ( 

        (ب

  لإ     (ج

   نع      ( 

 

  

8.) Satisfied customers can turn into what? 

a) Additional complaint calls 

b) Future business from the customer and 

their friends and family 

 (         ع لاء     ض              إ ى     ؟8

             ى إض ف   ( 

   ع  ل                 ع  ل   ص ق ئه  ع ئ  ه (ب

  لإج  ء    ص   ي     ف  (ج
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c) Employee corrective action 

d) None of the above 

 

    يء       ق ( 

 

 

 

 

 

  

9.) Speaking on the phone is public speaking 

to an audience of ______.  

a) Millions 

b) Peers 

c) Usually one person 

d) None of the above 

 

      ث ع     ه  ف         ث    م ج ه      ______.9) 

    لا    ( 

   ق    (ب

   ص      ع  ة (ج

   ق    يء     ( 

 

  

10.) Your goal when speaking like a Star is:  

a) To capture the listener’s attention 

b) To gain the listener’s confidence 

c) A and B 

d) Neither A nor B 

 

   ف  عن       ث  نج     :10) 

  ج ب  ن             ( 

   ب             (ب

     ب (ج

        ب ( 
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Module Six: Review Questions 
 

 مراجعة الوحدة السادسة: 
 

1.) What type of question requires the speaker 

to give a thorough response? 

a) Open 

b) Closed 

c) Evaluation 

d) Application 

 

 (     ن ع    ؤ ل    ي     ب          ث إع  ء إج         ؟1

 ف ح ( 

  غ ق (ب

       م (ج

       ق ( 

 

  

2.) What is an example of an open question? 

a) How old are you? 

b) What do you like about your new car? 

c) What time do you go to lunch? 

d) Is the meeting today or tomorrow? 

 

 (           ل ع ى  ؤ ل     ح؟2

  م ع   ؟ ( 

       ي  عج   في          ج   ة؟ (ب

 في  ي  ق     ب   ن  ل   غ  ء؟ (ج

 م  م غ  ؟ ل   ج   ع      ( 

 

  

3.) What is true of closed questions? 

a) They allow for a long, elaborate answer 

b) They are never asked in a call center 

setting 

c) They do not allow for a long, elaborate 

answer 

d) They are the only question type used in 

a call center setting 

 

 ص  ح في    ئ      غ   ؟(        3

    ح  إج             ص   ( 

  م   م  ؤ  هم     ً  في إع       ز    ص ل (ب

      ح  إج             ص   (ج

  م ن ع    ؤ ل               م في إع       ز    ص ل ( 

 

  

4.) Which is an example of a closed question? 

a) Did the documents make it to the 

printer? 

b) What was the best part of your trip? 

c) What do you look for in a new house? 

d) What did they talk about at the 

conference? 

 (           ل ع ى  ؤ ل  غ ق؟4

  ل  ص        ن    إ ى      ع ؟ ( 

        فضل جزء في      ؟ (ب

       ي    ث عنه في  نزل ج   ؟ (ج

     عنه في    ؤ   ؟      ي     ( 
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5.) What strategy is used to buy time in the 

middle of a conversation to avoid giving a 

direct answer at that moment? 

a) Positive redirection 

b) Negative redirection 

c) Ignorant redirection 

d) Multiple choice redirection 

 

             ب    ق  في  ن صف (      ي  لإ      ج   5

            جنب إع  ء إج         ة في           ؟

 إع  ة     ج ه  لإ ج  ي ( 

 إع  ة     ج ه         (ب

 إع  ة     ج ه   ج  ل (ج

 إع  ة   ج ه              ع   ( 

 

  

6.) What is an example of an ignorant 

redirection response? 

a) If the customer asks, “Aren't you guys 

the best pizza in town?” you might 

respond by saying, “It's really hard to 

say who is the best but our crust and 

sauce are made with only the freshest 

ingredients and our cheese keeps 

people coming back for more.” 

b) If the customer continues to press the 

issue of price, the seller can ask, “What 

price range are you looking for $100-

$150,000, $150-$200,000 or $200-

250,000+”? 

c) If the customer directly asks, “How 

much is the car?” you could reply, “I 

really can't tell you exactly right now 

but it depends on the features you 

decide on. What accessories do you 

want most in your new car?” 

d) If the customer says, “ABC Company 

has such poor customer service” you 

 (           ل ع ى    ج    إع  ة     ج ه   ج  ل؟6

إ    أل   ع  ل ، "    م     ف    فضل    ز  في      ن ؟" ق   ( 

           ل ، "     صعب   ً                فضل    

ق   ن   ص ص ن   صن ع          ن       زج  ف   

  ج نن   جعل   ن س  ع        ص ل ع ى    ز  ."

إ           ع  ل في   ضغ  ع ى   أ      ع  ، ف      (ب

    ئ       أل ، "        ن       ع ي    ي    ث عنه    

 200إ ى  150  ف      ،        150     إ ى  100

   ف      +"؟ 250إ ى  200        ف      

إ    أل   ع  ل      ة " م  ي       ة؟"    ن       ، "   (ج

   نني   ً  إ         ض    لآ             ع    ع ى 

    ز      ي        .     ي                  ي        في 

          ج   ة؟ "

     ع لاء   ئ "  ABCإ   ق ل   ع  ل ، "  ى       ( 

   ن            ل ، " ن   ن  ش     ع    !       ع  

        جل   فل في        ع لاء.  ABC  ئً           

       ي جع     ص   إ ى         ن  ج   أنهم؟ "
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might respond by saying,” I am 

surprised to hear that! I have always 

heard company ABC had a great track 

record for customer service. What made 

you come to that conclusion about 

them?” 

  

7.) What is a tool used to increase one’s 

credibility by putting a positive slant on 

something negative that a customer has 

said about a competitor? 

a) Ignorant redirection 

b) Negative redirection 

c) Multiple choice redirection 

d) Positive redirection 

(         ة            ز   ة  ص  ق             لال  ض    ل 7

  ف   ؟إ ج  ي   يء    ي ق  ه   ع  ل ع         ن

 إع  ة     ج ه   ج  ل ( 

 إع  ة     ج ه         (ب

 إع  ة   ج ه              ع   (ج

 إع  ة     ج ه  لإ ج  ي ( 

  

8.) What is an example of a positive 

redirection response? 

a) If the customer asks, “Aren't you guys 

the best pizza in town?” you might 

respond by saying, “It's really hard to 

say who is the best but our crust and 

sauce are made with only the freshest 

ingredients and our cheese keeps 

people coming back for more.” 

b) If the customer continues to press the 

issue of price, the seller can ask, “What 

price range are you looking for $100-

$150,000, $150-$200,000 or $200-

250,000+”? 

c) If the customer directly asks, “How 

much is the car?” you could reply, “I 

really can't tell you exactly right now 

 (           ل ع ى    ج    إع  ة   ج ه إ ج    ؟8

إ    أل   ع  ل ، "    م     ف    فضل    ز  في      ن ؟" ق   ( 

         ل ، "     صعب   ً                فضل      

ق   ن   ص ص ن   صن ع          ن       زج  ف   

  ل ع ى    ز  ." ج نن   جعل   ن س  ع        ص

إ           ع  ل في   ضغ  ع ى   أ      ع  ، ف      (ب

    ئ       أل ، "        ن       ع ي    ي    ث عنه    

 200إ ى  150  ف      ،        150     إ ى  100

   ف      +"؟ 250إ ى  200  ف            

     ، "  إ    أل   ع  ل      ة " م  ي       ة؟"    ن   (ج

   نني   ً  إ         ض    لآ             ع    ع ى 

    ز      ي        .     ي                  ي        في 

          ج   ة؟ "

     ع لاء   ئ "  ABCإ   ق ل   ع  ل ، "  ى       ( 

   ن            ل ، " ن   ن  ش     ع    !       ع  

        جل   فل في        ع لاء.  ABC  ئً           

       ي جع     ص   إ ى         ن  ج   أنهم؟ "
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but it depends on the features you 

decide on. What accessories do you 

want most in your new car?” 

d) If the customer says, “ABC Company has 

such poor customer service” you might 

respond by saying,” I am surprised to hear 

that! I have always heard company ABC 

had a great track record for customer 

service. What made you come to that 

conclusion about them?” 
 

  

9.) What is used to take a humble approach to 

sharing one’s credentials when the 

customer sets the scene for the 

representative to brag? 

a) Negative redirection 

b) Multiple choice redirection 

c) Positive redirection 

d) Ignorant redirection 

(        ي   م        ه     ع نهج     ض             ن   9

   ع     عن     ه ئ   ع  ل     ه       ل       ى  ه؟

 إع  ة     ج ه         ( 

 إع  ة   ج ه              ع   (ب

 إع  ة     ج ه  لإ ج  ي (ج

   ج  لإع  ة     ج ه  ( 

  

10.) What is an example of a negative 

redirection response? 

a) If the customer asks, “Aren't you guys 

the best pizza in town?” you might 

respond by saying, “It's really hard to 

say who is the best but our crust and 

sauce are made with only the freshest 

ingredients and our cheese keeps 

people coming back for more.” 

b) If the customer continues to press the 

issue of price, the seller can ask, “What 

price range are you looking for $100-

$150,000, $150-$200,000 or $200-

 (           ل ع ى إع  ة     ج ه        10

 فضل    ز  في      ن ؟" ق  إ    أل   ع  ل ، "    م     ف    ( 

         ل ، "     صعب   ً                فضل      

ق   ن   ص ص ن   صن ع          ن       زج  ف   

  ج نن   جعل   ن س  ع        ص ل ع ى    ز  ."

إ           ع  ل في   ضغ  ع ى   أ      ع  ، ف      (ب

ي    ي    ث عنه        ئ       أل ، "        ن       ع 

 200إ ى  150  ف      ،        150     إ ى  100

   ف      +"؟ 250إ ى  200  ف            

إ    أل   ع  ل      ة " م  ي       ة؟"    ن       ، "   (ج

   نني   ً  إ         ض    لآ             ع    ع ى 

      ي        في     ز      ي        .     ي            

          ج   ة؟ "

     ع لاء   ئ "  ABCإ   ق ل   ع  ل ، "  ى       ( 
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250,000+”? 

c) If the customer directly asks, “How 

much is the car?” you could reply, “I 

really can't tell you exactly right now 

but it depends on the features you 

decide on. What accessories do you 

want most in your new car?” 

d) If the customer says, “ABC Company 

has such poor customer service” you 

might respond by saying,” I am 

surprised to hear that! I have always 

heard company ABC had a great track 

record for customer service. What made 

you come to that conclusion about 

them?” 

   ن            ل ، " ن   ن  ش     ع    !       ع  

        جل   فل في        ع لاء.  ABC  ئً           

       ي جع     ص   إ ى         ن  ج   أنهم؟ "

 

 

Module Seven: Review Questions 
 

 مراجعة الوحدة السابعة: 
 

1.) What best identifies strong and weak 

performing units? 

a) Benchmark metrics 

b) Phone etiquette 

c) Transferring a call 

d) Closing a call 

 

 (         فضل       ز                 ء     ي    ضع ف؟1

        س    ع      ( 

 آ  ب   ه  ف (ب

     ل        (ج

 إغلا         ( 

 

  

2.) What type of analysis measures what a 

company in a particular market should be 

able to achieve? 

a) Date Envelope 

b) Regression 

c) Progression 

d) Time Stamp 

(     ن ع       ل    ي    س     جب              في     2

  ع   ق   ة ع ى      ه؟

  غ ف       خ ( 

   ن     (ب

      م (ج

          ز ني ( 
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3.) Of the following, which is not generally a 

focus of performance breakdown in a call 

center environment? 

a) Handling objections 

b) Record keeping 

c) Number of customers brought into the 

office 

d) Telephone etiquette 

 

                     ،       ي    ع    ع  ً      ً      ص ل (  3

     ء في   ئ     ز    ص ل؟

    ع  ل      ع   ض   ( 

        جلا  (ب

 ع     ع لاء        م ج  هم إ ى      ب (ج

 آ  ب   ه  ف ( 

 

  

4.) Performance Breakdown measures: 

a) The number of employees at a 

company 

b) The number of customers a company 

has 

c) The types of products the customers 

purchase 

d) The efficiency of the employees’ work 

 

 (       س   ز       ء:4

 ع     ع      في        ( 

 ع   ع لاء        (ب

  ن  ع    ن ج      ي      ه    ع لاء (ج

    ءة ع ل          ( 

 

  

5.) What is not useful in implementing 

improvements? 

a) Discord among low and high 

performing employees 

b) Peer coaching 

c) Peer evaluations 

d) High performing mentors 

 

 (        ي        في  ن          ن  ؟5

    لاف                ي     ء    ن  ض    ع  ي ( 

     ب   ق    (ب

   ق            (ج

     جه   ع         ء ( 

 

  

6.) What should be done before 

improvements are implemented? 

a) The improvements should be 

monitored 

 (        ي  جب ع  ه ق ل  ن          ن  ؟6

  جب    ق         ن   ( 

  جب          عن    في        ن    (ب

  جب     م       ن   (ج
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b) The plan for implementation should be 

carefully thought out 

c) The improvements should be evaluated 

d) The improvements should be modified 

if necessary 
 

  جب  ع  ل       ن   إ    زم      ( 

 

  

7.) What is not a benefit of benchmarking and 

implementing improvements? 

a) Increased productivity 

b) Higher worker retention 

c) Increased employee turnover 

d) Greater job satisfaction 

 

 (      ي ف ئ ة       ن     ع        ن          ن  ؟7

 ز   ة  لإن  ج   ( 

      ع  ع ل            ع      (ب

 ز   ة  ع ل                (ج

 ز   ة    ض        ي ( 

 

  

8.) Benchmarking and implementing 

improvements can benefit the company in 

what way? 

a) Make it less competitive in the industry 

b) Require a mass layoff 

c) Decrease the company’s profits 

d) Make it more competitive in the 

industry 
 

        أي      ؟(  ق  س   ن          ن                 8

 جع ه   قل ق  ة ع ى    ن ف   في   صن ع  ( 

     ب     ح ج  عي (ب

     ل     ح        (ج

 جع ه       ق  ة ع ى    ن ف   في   صن ع  ( 

 

 

 

  

9.) The importance of setting _______ is 

indisputable for those seeking long term 

success.  

a) Standards 

b) Benchmarks 

c) Scheduled breaks 

d) None of the above 

 

      إع    _______       ج  ل ف ه    ن       ئ        9) 

   ع   إ ى   نج ح ع ى     ى      ل.

    ع     ( 

    ع     (ب

 ف                  ة (ج

    يء       ق ( 

 

  

10.) _________ serve as cross references to  (10 إ        جع      ء             ء        _________
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your company’s performance with that of 

other businesses in your field. 

a) Goals 

b) Standards 

c) Benchmarks 

d) Strategic plans 

 

   ن       ج         ى في  ج   .

      ف ( 

    ع     (ب

    ع     (ج

               ج   ( 
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Module Eight: Review Questions 
 

 مراجعة الوحدة الثامنة: 
 

1.) What improves individual and group 

performance? 

a) Setting clear goals 

b) Hoping for the best 

c) Setting vague goals 

d) Working non-stop without regard to 

specific goals 

 

 (        ي          ء      ي    ج  عي؟1

           ف   ض   ( 

    ل في   فضل (ب

           ف غ  ض  (ج

   ع ل        قف  غض   ن   ع      ف     ة ( 

 

  

2.) When setting goals, what type of goals 

should be established? 

a) CART 

b) SMART 

c) BART 

d) SHORT 

 

 (  عن             ف ،    ن ع      ف    ي  جب        ؟2

 ع    ( 

       (ب

      (ج

 قص   ( 

 

  

3.) Which of the following is the most effective 

goal? 

a) I will create a training manual 

b) I will create a 30-page manual 

c) I will create a 30-page training manual 

in four weeks, to be implemented in six 

months 

d) I will create a 30-page manual in four 

weeks 

 

   ه ف       فع    ؟ (   ي       ي   3

  أق م  إن  ء    ل      ي ( 

 ص    30 أق م  إن  ء    ل     (ب

ص    في    ع         ،  30 أق م  إن  ء    ل      ي     (ج

 ع ى      م  ن     في       ه 

 ص    في    ع        . 30 أق م  إن  ء    ل     ( 
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4.) Of the following, which goal is the most 

effective? 

a) The sales team will develop sample 

sales scripts 

b) The new hires will listen to five taped 

calls 

c) Management will affect a 5% raise for 

each employee 

d) The company will be laying off 10 

employees from the marketing 

department in the next six weeks 

because business is slow. 

 

 (   ي   ف         ف                  فع    ؟4

     م ف  ق      ع          ن   ج نص ص      ع   ( 

                   ج   إ ى   س           ج   (ب

 ٪   ل    ف5  ؤ    لإ   ة ع ى ز   ة  ن     (ج

      ق في           ق م  10    م             ح  ( 

                            ع ل   يء.

 

  

5.) In order to achieve goals, they must be: 

a) Posted in a visible manner 

b) In your heart 

c) In your head 

d) Known by all of your co-workers 

 

 (      جل     ق      ف ،  جب        :5

 ن             ئ   ( 

 في ق    (ب

 في      (ج

  ع  ف    ق ل ج    ز لائ  في   ع ل ( 

 

  

6.) ____ visualizing that the goal has been met 

is a great way to remain focused on 

achieving it. 

a) Sometimes 

b) Often 

c) Never 

d) Always 
 

(  ____  ص        ه ف ق   م      ه            ئع      ص   6

       ز ع ى      ه.

       في  عض  ( 

 في                (ب

      (ج

   ئ   ( 

 

  

7.) What is not an example of external 

motivation? 

a) Personal satisfaction 

 (          س      ع ى     ف       جي؟7

    ض      صي ( 

    ع  ض   ن  ي (ب
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b) Monetary compensation 

c) Time off 

d) Celebration in one’s honor 

 

 إج زة (ج

 ع ى   ف     ء      ل  ( 

 

  

8.) What is not an example of internal 

motivation? 

a) Gift cards 

b) Family  

c) Success  

d) Environment 

 

 (          س      ع ى     ف        ي؟8

    ق     ه     ( 

     ة (ب

   نج ح (ج

     ئ  ( 

 

  

9.) A lot has been written on ____ minute 

management goals. 

a) 10  

b) 3 

c) 1 

d) 20 

 

 (   م              ع  ____  ق           ف  لإ   ة.9

 ) 10 

 3 (ب

 1 (ج

 ) 20 

 

  

10.) What is not an example of 

limitations one may run up against when 

attempting to achieve goals? 

a) Money 

b) Opposition 

c) People 

d) None of these 

 

       (           ل ع ى           ي ق     جهه      ء عن  10

     ق      ف؟

     ل ( 

    ع  ض  (ب

   ن س (ج

    يء     ؤ ء ( 
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Module Nine: Review Questions 
 

 : التاسعةمراجعة الوحدة 
 

1.) How many success factors are mentioned 

in this lesson? 

a) 6 

b) 10 

c) 3 

d) 5 

 

 (   م ع   ع   ل   نج ح        ة في         س؟1

 ) 6 

 10 (ب

 3 (ج

 ) 5 

 

  

2.) Company growth and progress should be 

visible with each ____ meeting. 

a) Weekly 

b) Monthly 

c) Bi-annually 

d) Annually 

 

(   جب         ن               ه    ضً       ل ____ 2

  ج   ع.

     ع ً  ( 

  ه    (ب

 نصف  ن ي (ج

  ن    ( 

 

  

3.) Using the customer’s name while 

conversing is: 

a) Not necessary 

b) Disrespectful to all customers and 

should never be done 

c) A method of helping the representative 

to stay focused on the customer 

d) Only acceptable when the customer is 

around the same age as the 

representative 

 

 (        م   م   ع  ل   ن ء            :3

 ض       س  ( 

 ع م       م  ج      ع لاء   جب ع م      م        ً   (ب

          ع ة      ل ع ى          في       ز ع ى  (ج

   ع  ل

     ل ف   عن           ع  ل في ن س ع        ل ( 

 

  

4.) How many methods of staying focused are 

there in the “Staying Customer Focused” 

topic? 

a) 10 

(   م ع                في       ز في   ض ع "      ز ع ى 4

   ع لاء"؟

 ) 10 

 20 (ب
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b) 20 

c) 7 

d) 5 

 

 7 (ج

 ) 5 

 

  

5.) In order to persuade a customer to buy 

your product, what must happen in the first 

few words of speaking with them? 

a) You must convince them you are 

trustworthy 

b) You must convince them the quality of 

your product is superior 

c) You must convince them your company 

is superior 

d) You must convince them the price of 

your product is competitive 

 

(      جل إقن ع   ع  ل     ء  ن ج  ،       ي  جب       ث في 5

         ث  عهم؟                     ى

  جب      نعهم  ن    ل       ( 

  جب      نعهم  أ   ن ج       فضل (ب

  جب      نعهم  أ            ق  (ج

  جب إقن عهم  أ   ع   ن ج   ن ف ي ( 

 

  

6.) Of the following, which is something a 

representative would not use to ask the 

customer for the right to be heard? 

a) Politeness 

b) Fast talking 

c) Proper tone of voice 

d) A lot of empathy 

 

(              ء         ،          يء    ي          ه      ل 6

     ب      ع  ل  ق       ع إ  ه؟

    ب ( 

      ث        (ب

 ن  ة   ص      ن     (ج

              ع  ف ( 

 

  

7.) How many telephone selling techniques 

are mentioned? 

a) 3 

b) 6 

c) 4 

d) 8 

 

 (   م ع     ن          ع     ه  ف        ة؟7

 ) 3 

 6 (ب

 4 (ج

 ) 8 
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8.) Being informed about the needs, financial 

status, etc. of a customer before speaking 

to them best serves what purpose? 

a) Allows you to tailor the conversation to 

specifically fit their needs 

b) It is not necessary to prepare ahead of 

time. The customer will tell you what 

you need to know 

c) Gives you ammunition to use against 

them if they do not agree to purchase 

your product 

d) Confuses you about the direction in 

which you would like to take the 

conversation with the customer 

 

(  إ     لاع ع ى      ج     ع  ل   ضعه      ي     إ ى     8

 ق ل      ث إ  ه    م    ل  فضل      غ ض؟

   ح      ص  م            ن  ب      ج  ه ع ى  جه  ( 

        

في  ق      .          س      ض   ي     ع     (ب

   ع  ل         ج إ ى  ع ف ه

  ن         ة        ه  ض  م إ    م    ف    ع ى    ء  (ج

  ن ج 

        أ     ج      ي   غب في إج  ء              ( 

   ع  ل ف ه

 

  

9.) Literally, what are laurels? 

a) Goals 

b) Benchmarks 

c) Wreaths 

d) None of the above 

 

   ج     ف  ؟    ي 9) 

      ف ( 

    ع     (ب

      ل   ز    (ج

    يء       ق ( 

 

  

10.) What does it mean to “not rest on 

your laurels? 

a) Don’t sit on a wreath 

b) Do not let past achievement be any 

kind of guarantee of future success  

 ع ى   ج   ؟       عني "ع م       10) 

    ج س ع ى إ   ل ( 

    ع  لإنج ز     ضي       ي ن ع    ض      نج ح في  (ب

        ل

     ب (ج

        ب ( 
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c) A and B 

d) Neither A nor B 
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Module Ten: Review Questions 
 

 مراجعة الوحدة العاشرة: 
 

1.) Once the customer has indicated that they 

are ready to make a deal, you should: 

a) Ask pre-close questions 

b) Ask the customer if they are sure they’d 

like to go through with it 

c) Immediately tell them how much it is 

going to cost 

d) Ask your supervisor to come on the line 

and close the deal 

 

 ع   :(    ج             ع  ل إ ى    ع      ع   ص    ،  جب 1

   ح   ئ   ق ل  لإغلا  ( 

   أل   ع  ل ع   إ         أ ً       غ  ه في     ع       (ب

      م ع ى        م               (ج

    ب       ف      أ ي ع ى        غ ق   ص    ( 

 

  

2.) How you can you determine you have built 

rapport with the customer? 

a) Assume you have 

b) Listen to the customer 

c) Have a co-worker sit in on your call and 

signal you once they feel rapport has 

been built 

d) Ask the customer if rapport has been 

built 

 

 (    ف    ن         ن  ق   ن   علاق       ع  ل؟2

  ف  ض         ( 

         ع  ل (ب

 ع ل   ج  س  ع   ق             ب        ز لائ  في   (ج

   لإ   ة      ة عن      ع  /   ع   نه ق   م  ن ء علاق 

   أل   ع  ل ع   إ       ق   م  ن ء علاق  ( 

 

  

3.) Which of the following defines the 1-2-3 

Close technique? 

a) Act as if the customer has already given 

you the go-ahead to wrap up the deal 

b) Emphasize the importance of the 

quality of the item you are selling rather 

than pointing out other qualities of it 

such as price 

c) Summarize the deal in groups of three 

d) Emphasize the importance of the price 

 ؟3-2-1(   ي       ي          ب  لإغلا  3

 ص ف             ع  ل ق   ع        عل   ض ء    ض   ( 

 لإنه ء   ص   

    ع ى       ج  ة   عنص     ي    عه    ً     لإ   ة  (ب

 إ ى   ص        ى  ه   ل    ع 

  ج  ع       لا    ص   ص    في  (ج

    ع ى        ع    عنص     ي    عه    ً     لإ   ة إ ى  ( 

   ص        ى  ه   ل   ج  ة
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of the item you are selling rather than 

pointing out other qualities of it such as 

quality 

 

  

4.) Of the following, what closing technique 

allows the associate to act as if the 

customer has already given them the go-

ahead to wrap up the deal? 

a) 1-2-3 Close 

b) Quality Close 

c) Best Time Close 

d) Assumptive Close 

 

(        ي ،     ي   ن    لإغلا     ي    ح            ص ف 4

             ع  ل ق   ع        عل   ض ء    ض  لإنه ء   ص   ؟

 إغلا  1-2-3 ( 

 إغلا    ج  ة (ب

  فضل  ق   لإغلا  (ج

  لإغلا    ف   ضى ( 

 

  

5.) What is not one of the most important 

reasons for maintaining a relationship with 

the customer once the call has ended? 

a) Doing so could allow you to get a raise 

or bonus 

b) Doing so could encourage a repeat 

customer 

c) Doing so could encourage the 

customer to tell their friends and family 

about you, which could result in more 

business 

d) Doing so could encourage an 

undecided prospect to call back later on 

and make a deal 

 

(       س      م     ب        ع ى   علاق       ع  ل   ج   5

  ن ه ء         ؟

 ع ى علا ة       فأة     م      ق     ح        ص ل  ( 

 ق   ؤ ي      م      إ ى   ج           ع لاء (ب

ق   ؤ ي      م      إ ى   ج     ع  ل ع ى إ      ص ق ئه  (ج

  ع ئ  ه عن  ،     ق   ؤ ي إ ى    ز        ع  ل

ق   ؤ ي      م      إ ى   ج     ع  ل    ي  م       ع   ( 

 ع ى  ع   ة    ص ل    ً   ع   ص   

 

  

6.) Maintaining a relationship with who, is not 

necessarily important? 

a) A current customer. You already have 

   س    ض   ة  هم؟(         ع ى علاق        6

 ع  ل    ي.          عل ع  هم ( 

   صل غ      م (ب
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their business 

b) An indecisive caller 

c) Someone who says they are not 

interested but have friends that are 

d) None of these 
 

   ص    ل إنه غ    ه م         ه  ص ق ء (ج

    يء     ؤ ء ( 

 

 

 

 

 

 

  

7.) How soon after a sale should an associate 

communicate with the customer? 

a) Promptly 

b) Two weeks 

c) One month 

d) Annually 

 

   ز  ل    ص ل    ع  ل  ع       ؟(    ى  جب ع ى 7

 ع ى       ( 

     ع   (ب

  ه       (ج

  ن    ( 

 

  

8.) What is an example of a question that an 

associate would not ask a customer during 

the after sale follow-up conversation? 

a) Are you sure you made the right 

choice? 

b) Is the product working well for you? 

c) Are you satisfied with the level of 

service we provided? 

d) Is there anything else we can help you 

with? 

 

(           ل ع ى  ؤ ل       ه   ز  ل ع ى   ع  ل   ن ء 8

            ع      ع       ؟

  ل  ن    أ       ن                 ص  ح؟ ( 

  ل    ل ج      ن      ؟ ل    ن ج  ع (ب

  ل  ن    ض ع      ى           ي ق  ن   ؟ (ج

  ل  ن    ي  يء آ      نن     ع     ه؟ ( 

 

  

9.) According to this module, what can give 

you that free time to spend with those you 

love? 

a) Assuming a sale is complete 

b) Quality time  

c) Closing more sales 

 ف ً   ه        ة ،       ي           ن    ق       غ    ي 9) 

   ض ه          هم؟

  ف   ض      ل       ( 

  ق    ج  ة (ب
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d) None of the above 

 

  

10.) Maintaining a positive relationship 

with __________ is important to the 

telephone sales representative. 

a) The boss 

b) The caller 

c) A and B 

d) Neither A nor B 

 

       ع ى علاق  إ ج        __________      هم 10) 

   ن  ب    ع     ه  ف.
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