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Optimizing e-Learning

Module One: Review Questions

1.) What is an open culture?

a) Creating an environment where
employees feel safe to express ideas or
concerns

b) Creating a work space that has no walls,
windows, or doors

c) Creating an environment where
employees are discouraged to express
ideas or concerns

d) None of the above

2.) Which of the following should a manager

not do when creating an Open Culture in

the workplace?

a) Leave his door open

b) Recognize that change is always black
and white

C) Be transparent about goals, or issues
the department is having

d) All of the above

3.) What question should a manager ask when

determining the company’s goals?

a) How can | advance my career?

b) How can my department help the
company reach its goals?

¢) Which employees can | fire?

d) What does my company sell?
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4.) What can you do once you understand the

goals of the company?

a) You can decide who should get fired

b) You can change everything to how you
like it

c) You can create a closed culture

d) You can decide what goals your
department needs

5.) Why should you train as if you were one of

your employees?

a) So that you can see who is slacking

b) You don't need to train as if you were
your employee

c) So you can understand their procedures

d) None of the above

6.) From an employee's perspective, which of

the following is a benefit of your supervisor

understanding your job duties and

processes?

a) They can see how to improve the
processes

b) They can understand how unhappy the
other supervisors are

¢) They can see who likes the company
the most

d) All of the above
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7.) How does an education opportunity for

employees help the company?

a) The employees feel pressured to get a
degree

b) The employees feel like the company
cares about them

c) The employees feel like the company
wants to get rid of them

d) None of the above

8.) Which of the following is not an example

10.)

of an education opportunity?

a) College tuition reimbursement
b) Watching YouTube

c) Cross Training

d) Seminars & workshops

___sets the tone for the whole staff
a) Contact Center

b) Coworker

c) Manager

d) None of the above

When you are a manager, it is
important that you create an/a ___
with your staff.

a) Relationship
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b) Open culture G lan e B Y (2
c) Family-culture
d) None of the above
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Module Two: Review Questions A Baa gl dan) s
1) Which of the following is a trait to look for €Y 25" (A Leie Caaall g A 2a Gl Lee 51 (1

in a Top Performer? il (I

a) Reliability el ¢33 ) ae B A83le 4 (@

b) Has good rapport with co-workers e 4aly) (7

¢) High productivity odel e S (2

d) All of the above

2.) Which of the following is NOT a benefit of T35 Jndl pa cppll 33318 Jiay ¥ (b Lae 5l (2
training with a Top Performer? il el e il gl sl (|
a) Helps the employees feel valued Jsa e Gileslra e Jsandl 8 i) aeliy (@
b) Helps the trainee get useful information il
about their job Apual) Slalall Gl e il 22l (2
c) Helps the trainee pick up bad habits O sall o SBke ol o Gihsall el (3

d) Helps the employees build relationships
with the staff

3.) What could prevent an employee from Tallady alans ol o il sall iy of (S sW L (3
being able to effectively do their job? Sl g cilial g agh e (|
a) Not understanding their job duties glaxdl da) yiul ac ga agh p2e (o
b) Not understanding when their lunch Jarll (8 agiBha ) (0 8 2o (z
break is el ays ke K (o

¢) Not being close to their co-workers
d) All of the above

4)) Employees want to know what about the A8 Al "8 5kl 3 sl Ge 13 A8 e o silasall b 0 (4
company's ‘big picture’? 5l 3y pall L (]
a) What the big picture is 30l B ) puall 3 ()8 Ly s (o
b) How they are involved in the big picture Cargl) (5u8at A 3l I (£
c) Why the company wants to achieve the SEANC
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goal
d) AandB

5.) What could be included in your recorded
phone call critique?
a) Tone
b) Scripting
c) Correct information given
d) All of the above

6.) What is a benefit of listening to previous

calls?

a) It shows the employee what they can
work on, and what they excel at

b) It shows the employee what the
customer though about the call

c) It shows what the employee likes about
their job

d) All of the above

7.) Which of the following is not a benefit of

Cross Training?

a) Allows employees to have job
advancement opportunities

b) It disengages the employees from their
job

C) It raises employee job satisfaction

d) All of the above

8.) What happens when a company loses an
employee?
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a) The company has to pay to find a
replacement employee

b) The company has to pay to train the
employee

c) The company loses productivity, which
means they lose money

d) All of the above

9.) Peer training includes training with :

10.)

a) The manager

b) Top performers

c) Coworkers

d) None of the above

The manager has the benefit of

getting to hear and critique
a) Employee’s conversations
b) Meeting minutes

c) All phone calls

d) Previously recorded calls
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Module Three: Review Questions PAILD B o) Axa) e

1) What is a way that you can build rapport fliBlee qe Ao el LA (o iy Al A5 00 o L (1
with your customers? i yom & a1
a) Have a smile in your voice Gl dalall dpail) daa ) e bdls (o
b) Keep to your scripting YLD axdin 5 i sie) 5 ainl (z
c) Listen, Acknowledge, and use apathy G Lae o2 Y (2
d) None of the above
2.) How do you keep a smile in your voice? g (B Al o dlati B8 (2
a) Look in the mirror during the call to ALV o, S5 LS ol 31, ol (|
remind you to smile anis Sl @l g G @llia) (o
b) Have something around you that makes Sl Je 2l i sl (7
you smile el sl S (2
c) Smile before answering the call
d) All of the above
3.) What is small talk? ¢ pall Cuasll 4 Lo (3
a) Engaging in short business-related Juae YU Ailae 3 nd Lislaa 3 1) AN (1
conversation Baa) 5 AalS (e s dlie iy Laa ¢ Ak dlind & (0
b) Asking closed questions, which result in Gl it Y Gle gim ge Jga adge Bdlas o) 2l (7
one-word answers el 2ys ke K (2
¢) Having a polite conversation, on topics
that would not cause distress
d) All of the above
4.) Which of the following would not be a €5 yail) Clolaall I 18 s 50 055 o b Lee 51 (4

good topic for small talk?

osilall (]
a) The Weather bl (o
b) Politics Sl (
) Sports G las e i Y (2
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d) None of the above

5.) Which of the following is a true statement?

a) When you are on a call, you want to use
your listening skills, acknowledge what
they are saying, and use apathy

b) Listening means that you are hearing
what the person is saying, and
processing it in your brain

c) There is never a reason for you to take
notes when listening to a caller

d) All of the above

6.) Which of the following is not an
appropriate phrasing when expressing
empathy with a caller?

a) "l have to tell you that you're in this
situation at your own fault”

b) “I understand how this situation could
be frustrating to you”

c) "l can't imagine how upsetting this is for
you”

d) “I sincerely apologize that this has
happened to you”

7.) Which of the following should you do on a
call when trying to be yourself?
a) Talk about your physical ailments
b) Talk about your dating life
c) Talk about your political views
d) None of the above
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8.) When an agent isn't being themselves the Sy Juatall pridll IS (15 Y Lenie (8
caller feels like they are being -
a) Apathetic T
b) Inauthentic daal 5 (@
c) Empathetic bl (z
d) None of the above G las e V(2

9.) Building rapport withyour _____isa T RET PPN PtV E IR EN | & ABe Ly (9
crucial part of any contact center. Jusil {'SJ"
a) Customers el (]

Jazll s (u
cnd) (z
™ Laa ;‘5&5 Y (J

b) Coworkers
¢) Managers
d) None of the above

10.) This helps build your client base, Gl ) el ALy ¢ liBlae sacld oLy & elld el (10
thus building your company'’s revenues. &5)‘
- e by (|
a) Building rapport ) .‘T:\M}!; ((
b) Additional Scripting T av«;@\ ('G

c) Compliments G laa e 8 Y (3
d) None of the above
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Module Four: Review Questions

1.) When a customer is interrupted it makes
them feel
a) Happy
b) Involved
¢) Rushed
d) All of the above

2.) When you have a caller who is frustrated,

what should you do?

a) Hang up on them because you don't
have time to listen to frustrated callers

b) Allow them to vent their frustrations
without being interrupted

c) Transfer them to someone else

d) None of the above

3.) Which of the following is true about
Contact Center Agents?
a) Their job is to answer calls
b) They should keep their own personal
feelings out of the calls
¢) They should avoid judging the callers
d) All of the above

4.) Which of the following should not be
tolerated by a supervisor?
a) Callers being treated poorly due to
prejudice
b) Giving professional customer service
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c) Callers venting their frustrations to
agents
d) None of the above

5.) Which of the following is a good reason for FANS) ol a3l 50l 13 Lons 22 L Lae 61 (B
taking notes during a call? il e adle sl 35 Lo S5 e 0S8 a1
a) So that you can remember what you QLS i A i - saba S il (o
need to pick up at the store ler ol il dagall ilidaill (g 005 (e (S i (7
b) You're an aspiring writer and want to Jeaial
get a book published ol LS o ool i (3

c) So that you can write down important
comments the caller has made
d) So that you can practice writing your

name
6.) Taking notes can help in which of the b Lan ol (8 Olaadlall 053 el o Sy (6
following? S iy oAl Jesiall clalial i i b saeluall (I
a) Helping sort out the needs of a caller & sasdl e 7 Ay
who rambles or gets off topic Sl e Jhatladl a5y s cldi e 408 i (o
b) Keeping yourself entertained until the e o () lhaall s sliful (&
caller stops talking Grolas e ¥ (3

c) Fulfilling this requirement, set forth by
your manager
d) None of the above

7.) Which of the following is a great way to elali aaidt il Juaiall JledaY dadl ) 48 5k 223 b lee 6l (7

show the caller you are actively listening? Sl o gl Lyl S5 agie bl (I
a) Ask them to repeat what they've just LSl i (oo

said Juaiall Zaklia (#
b) Summarize the call G laa e B Y (2

c) Interrupting the caller
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d) None of the above

8.) Which of the following would be an

10.)

acceptable script to use to re-cap a call?

a) "l just want to clarify that you have
stated...”

b) “So, | understand that today you need
assistance with..."

c) “Just so that | understand you
correctly...”

d) None of the above

is a two-person job. One

person has the job of talking, and the other

has the job of listening.
a) Communication

b) Talking

C) Listening

d) All of the above

The person who has the job
of  hasthe hardest job.
a) Communicating
b) Talking
c) Listening

d) None of the above
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Module Five: Review Questions

1.) Which of the following is important in
providing a great customer experience?
a) Not chewing gum during a call
b) Consistency through scripting
c) Not using scripting
d) None of the above

2.) Which of the following is not a benefit of
scripting?
a) Helps prohibit errors from being made
b) Reminds agents of the processes that
your company implements
c) Gives inconsistent responses to callers
d) Reduces length of training

3.) What is dead air?
a) When there is an extended silence
between the agent and the caller
b) When the agent interrupts the caller
¢) When the caller hangs up the phone
d) None of the above

4.) Which of the following is a good tactic for
filling dead air?
a) Explain what you are doing while the
customer is on the line
b) If you must complete a process that

takes a few moments, put the customer

on hold so that they are not waiting in
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the limbo of dead air

¢) Engage in small talk with the customer
d) All of the above

5.) What kind of tone could convey to a caller
that you are happy and engaged in their
call?

a) A Higher Pitched Tone
b) A Monotone

c) A Lower Registered Tone
d) An Omnitone

6.) What is inflection?

a) The melodic pitch in which something is
said

b) The expression of the mood in a word
or phrase

c) When you use proper scripting to show
the customer you want to assist them

d) None of the above

7.) Which phrase is not recommended for an

agent to use?

a) "l sincerely apologize | know this is
frustrating. If | could offer..."

b) “What."

¢) "l would be happy to assist you with
that, this information is also available on
our website for your convenience”

d) "Please allow me to clarify that process,
it can be tricky at times"
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8.) Which of the following is a good guide to

use when deciding how to phrase things?

a) Just say what comes to mind

b) Use the scripting, do not stray from any
scripting

¢) When in doubt hang up the phone or
transfer to another agent

d) None of the above

9) Inanyindustry, _ isone of the
most important aspects of the business
a) Empathy
b) Communication
c¢) Customer service
d) None of the above

10.) ____isasetresponse that the
company determines they would like the
contact center agent to say in certain
situations
a) Scripting
b) “Good morning”

) “Thank you”

) None of the above

o o0

delin 448 3aas vie daladin an A . JLlee gl (8
eluiy)

AN Y ol e J8 i (i

Uyl gl o 2 Y ¢ daaall aadil (@
AT S Nl i cailgl slef ¢ il xie (£
G laa e B Y (2

Jasdl il sa sl aal i Aelia il (4 (9
cakladl (i
ool 51l (o
e azl) 4024 (C
(o Laa g Y (a

Ll 4,50 aanide sana 3 0o b ke (10
L i) g 3 JuaiV) S je IS5 Led sl Of B 2 i
daandl (I
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A (2
G las e V(2
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Module Six; Review Questions

1.) What does it mean to ‘read’ your caller?

a) To tell the caller the truth

b) To tell the caller what you think of them

c) To read your script to the caller
verbatim

d) None of the above

2.) According to the text, which of the

following luxuries does an agent not have?

a) The ability to run away

b) The ability to use and see body
language

c) The ability to use hand gestures to fend
off aggressive customers

d) None of the above

3.) Which of the following is not a step to take

when transferring a call?

a) Tell the caller why you are connecting
them to an alternate person

b) Prior to transferring, make sure it's
something that you can help them with

¢) Introduce the call, so the caller doesn't
have to repeat their issue

d) Stay on the line after transferring to
make sure call went through

sdudld) Bas gl) daal sa

fely Juatall "3e) 8" ey 13 (1

Aaaall Juaidl L) (§

ped bl Jeaiall L) (@

L a daaiall ély palall Gaill 361 8 (2
G laa e B Y (2
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4.) When transferring a

call

a)

b)

Q)

d)

You should just connect it, don't worry
about telling the caller anything

You want to just give the caller the
number to dial directly instead of
transferring

It is important that you transfer the call
properly

None of the above

5.) Which is not true about going the extra

mile for a customer?

a)

b)

)

d)

Going the extra mile always entails lots
of extra work for the agent

Going the extra mile can make your
customer happy

Going the extra mile shows the
supervisor and the customer you care
All of the above

6.) Which of the following does going the

extra mile accomplish?

a)

b) Increasing the employee job satisfaction

Q)
d)

Increasing customer satisfaction

Increasing job retention
All of the above

alSa Jysas xie (4
b Jeaiall L) Ly 15 Y 5 ¢ Al 5 it clle Cany
Lo
Cn 98 58l Jual ) sl e L 3 5 (<
Ja sl
naa JS8 A isaty o585 Ol agdl (0 (2
é..wu.q;g;ﬁ:y (.J
SUpenll L) dea N (s mnaa y2 s L (5
S ) Jaall ( SH o 3l ALl e Jh (]
e dass) N sl g2 I 25 o (S (<
2365 3 Jaaall s Gl AL Jaall b il el (2
“
Slel )l IS (2
Ul 1 3l 38ng b e (51 (B

£danll La 2y

il gl ik ) Lom 55055 (o
Al gl Bl sl (z
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7.) What can too much information do to a danll e slaall (o S0 alai o (K 53 Lo (7
customer? )55 Opalaia agleal (I
a) Make them educated and aware il g (S e aelen (o
b) Make them confused and disgruntled glazu g (puale agleal (z
c) Make them angry and happy G las s i ¥ (2

d) None of the above

8.) Which of the following is a true statement? Magna Uy ity b lae ol (8
a) Explaining the processes are always Daall 2 55 Lo Lails claleal) 255 (I
good for the customers e Blaie ) ¢ Ugu s 1 Alead) & 5d 05 of (S (@
b) Explaining the process can be both o gal)
good and bad, depending on the iy oo dlanll 7 55 (2
situation el sl ds (2

c) Explaining the process is always bad
d) All of the above

9.) Your manners are always important, but it vie Lglis Blal Ganaall (e 0585 38 (815 ¢ Laila dagea lylal (9
can be hard sometimes to convey them —
when el e (l

D 085 ¢ Sanll (o
a) On the phone (

o gl Lonna s b S (g

b) Customers are rude Gas laa e 5 Y (0

¢) You had a rough start to your day
d) None of the above

10.) A call center agent’s whole job is : A JalSIL Jlai¥) S 5e JS 5 il (10
cailegd)l e )l (T
a) Answering the phone as il JM -

b) Representing the company Gl s Y (0
c¢) Customer Service

d) None of the above
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Module Seven: Review Questions ) Ban ) danl e
1) As a contact center representative, you are rild ¢ Juai¥) S je Jlas dlibay (1
the: Sl g ol s (
a) Second line of defense JsY glaall s (o
b) First line of defense AN elaall baa (2
¢) Third line of defense & gl e (3

d) Fourth line of defense

2.) Reassuring the customer that you are there Bacluall 3 sa ga Gl Jaanll Giadai G s el e (2
to help will MOST likely: g Lew ¢ ale 531 ST Juaall Jun (I
a) Make the customer more upset, which ale 33 e 2y jm las ¢ Jrend) gy 8 (0
will calm you Gale 31 (e e laa ¢ Ble 331 ST duaadl Jaa (2
b) Calm the customer, which will make you Lirgs Lae Jraall 38 (2
more upset

c) Make the customer more upset, which
will make you more upset
d) Calm the customer, which will calm you

3.) To be a good listener over the phone, what ~ Juai¥) &l JLE) (o8 e ¢ ailed) e s e 0585 (A1 (3

non-verbal communication cues should flehaiili () camg (A Sl e
you pick-up on? sy aall sl (0
a) Body language and pitch sl dxd g an ) e (o
b) Facial expressions and body language 3l s aldll (=
¢) Pitch and tone Al Gl gpaty dand (2

d) Tone and facial expressions

4.) While listening to the customer speak, you s i elle Cuny ¢ aaty Jpaall ) plaind) oL (4
should only take notes of; s illaale
a) What the customer is saying anll b gy La (1
b) How you plan on addressing the Uil Al Jalads (oS (o
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Al Aallas 3 &)l s (g
el o gl 8y (e e (2

problem

¢) Who you will involve in addressing the
problem

d) Who is to blame for the problem

5.) If you know who is to blame for a relle Cad ¢ Jpenll A8 (e Jyanall i S 1Y (5

customer’s issue, you should: A G daedl il (i

a da) e L Jaely uaall 53 Y (o
AL 8 st (3 i) ) 2 Jigas (3

a) Tell the customer who it is

b) Not tell the customer and just work
toward a solution

c) Tell the customer who it is, then work
toward a solution

d) Transfer the call to the person who has
caused the issue

S dale adbaty 4l ¢ Aia 352 5 ae ¢ Dlaal) ) Jeaty ladie (6

6.) When a customer calls in with a problem,
they are typically looking to blame who?

a) The contact center group
b) You, since you answered the call
c) The company itself

Il S e e sana (I
Al e ) e il (o
Lewsd 4S80 (2

d) Themselves i [ 5 (3

Al Juad¥) s Jreall oas s Wl diledll Aleasdl) o L (7
ole A0

7.) What is the bottom line of what a customer
wants when calling in to discuss a
problem? Jssmall Cashall @Y (

A<sd) Jal (@
ol (z

G Lae o Y (2

a) To get the responsible party fired
b) To resolve the issue

c¢) Tovent

d) None of the above

8.) What should you do once you've fanl) A5 dad el ja) 20 3 jaey alad e g o3 L (8
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implemented an action to resolve the

customer’s issue?

a) Follow-up with the customer

b) Nothing. You've done all that is
required of you

c) Either of the above

d) None of the above

9.) In any business where customers are

10.)

involved, there will be customers
a) Laughing

b) Crying

c) Disgruntled

d) Quiet

What are some ways for you to stay
calm in the situation?
a) Deep breathing
b) Realize the customer is not mad at you,
but the situation.
c) Reassure the customer.
d) All of the above

Jaanll e dagidl (i

Alic Cgllae ga Lo JS culad adl o &Y (<
Gl Ul (g

G laa e B Y (2

edee Gllia & sSam ¢ Dlaall 4 & iy Jee ol 3 (9

dazll (i
<) (<
il (2
el (2

G elipn o Lliall lee bl eliSay Al )kl (s 2 L (10
il gall

Grand) uaill) (]

(i sall (Sl ¢ i Ve ad el of &0l (o

il b (7

G e IS (2
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Module Eight: Review Questions PAalil) Baa olf Aaa ya

1) When creating a checklist, what kind of flealaninl cangy Al GlalSl £ 53 Le ¢ A o A8 (L) e (1
words should be used? el L sne an i (e Basgie LS (I
a) Words that are understood by all Gl yra 20 HlehY 3 S Gl (@
education levels Gl Caall b S (7
b) Big words to show how knowledgeable ds¥) all (5 sl o S (2
you are
c) Words at a third-grade level
d) Words at a first-grade level
2.) Your checklist should consist of: O Agra all il o K5 ) g (2
a) Questions that require the customer to 51 b e il Jpanll (e callas 1 ALY (]
think long and hard about sanl s AallSe (8 53 2l Jaandl (e callai ) AuY) (o
b) Questions that require the customer to oAl s 8 i) aladll
partially answer in one call and the e @
remaining amount in another call B sals dise (3
c) A large amount of questions
d) Only one question
3.) Which of the following is NOT typically a fball JSad) Caa gl bale paiiy allas Gl b e 6l (3
term used to describe a linear thinker? dadal) (|
a) Traditional gl (e
b) Creative el bl e (2
c) Structure-based sikie (2
d) Logical
4) Linear thinkers like to: roshal) s Sadl sy (4

a) Create problems or implement
solutions

b) Create problems and implement

Jslall daw f JSLaall gl (0
Jslall dawi y JSLiall Bla (o
Jsadl s (2
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solutions
c) Create problems
d) Implement solutions

skl g (3

5.) What is an example of an open-ended fgsiedism e Jie a le (5
question? b die Jamy il S 2 ({
a) How did the product operate when you el od ) 5 Lo (@
turned it on? friiadl Jee da (2
b) What is your account number? faxmall gl 8 iial) Cuclind o (2
c) Did the product work?
d) Did you receive the product on time?
6.) Open-ended questions: s e Al (6
a) Must always be in question form s IS5 3 3 (& of s (
b) Can sometimes be statements ljle OS5 ol Gal) Gy A S (@
c) Must always be in statement form Obw S 8 W o5& o sy (7
d) Can never be asked over the phone el e ld Q1N S Y (3
7.) What is an example of a close-ended ol Jlpn e e 2 e (7
question? faiiall plaf A i3 (1
a) Why would you like to return the S b iy 6l A (@
product? falipdil die Jory el g S (7
b) At what time did you notice the G laa gl (2
problem?
¢) How did the product function when you
turned it on?
d) Any of the above
8.) An example of a close-ended questions: Aaleal) ) e JUe (8

a) Must always be in question form

d\yd&i&lﬁhoﬁoig* (T
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b) Must always be in statement form
c) Can never be asked over the phone
d) Can sometimes be statements

9.) Youwantto beableto  inasfew
steps as possible.
a) Practice your questions
b) Resolve the issue
c) Learn to speak clearly
d) None of the above

10.) ____ thinking involves step-by-
step progression.
a) Clear
b) Team
¢) Linear
d) Practical

Ol IS5 A il 058 o e (@
il e el il 131 S Y (g
G ole Jua¥) Gan 0SS o (Sar (9

On (San 230 B B e 1538 0588 o v i (9
<l gladl)
Ailiaf Je
A Ja (u
Ty il ol (g
G laa e B Y (2
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Module Nine: Review Questions

1.) According to the lesson, a “consistent
service” score of 4 indicates what?
a) Meets expectations
b) Below expectations
C) Exceeds expectations
d) Unacceptable performance

2.) According to the lesson, a “consistent
service” score of 1 indicates what?
a) Meets expectations
b) Below expectations
C) Exceeds expectations
d) Unacceptable performance

3.) Abandoned calls are:

a) Those that are disconnected by other
agents

b) Those that are disconnected by the
customer before speaking to the agent

¢) Those that are disconnected by the
agent’'s manager

d) Those that are disconnected by the
agent before speaking to the customer

4.) How do you calculate the abandoned call
rate?
a) Number of abandoned calls divided by
the total number of calls
b) Number of abandoned calls plus the
total number of calls

c) The total number of calls divided by the

sda i) Bas gl daal sa
13l ) 4 Al "Aducial) AedAll" A ja i ¢ upall Gay (1

Gilad ) b (i
Cilad gl (59 (2
Jsiall e elaY) (2

93ke I 1 Aalld) "Aiuciall LadalM A 3 i ¢ (ol

Glad gl b (
Gl gl 50 (@
il Gsby (7
Jsidl e oY (o

ot Lo 23 5 3 el (3
AT M5 U e Lebad 3 il el (
OS50 ) ol U8 Jueal) Lgadsd ) ells (o

S5 e J8 e Gl sl (2
Jeanl ) ol 38 (Sl Lexs 30 ol (3

A8 5 _yial) AallSall jaw cand oS (4
e Jlaa) Ao L gusa lgie Jaal) 5 Al GladlSal) axe (T
Slalllall
Slea) A dlayl e il &8 Al GldSall e (@
Ol 2ae
A A AlallSall e e L guda GldlSall 22 s (7
i L)

A Al lallSal) dae 3G pme GlallSal) 222 Jaa) (2
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number of abandoned calls
d) The total number of calls times the
number of abandoned calls

5.) Answering calls quickly can help reduce:
a) Customer satisfaction
b) Employee turnover
¢) The abandoned calls rate
d) The number of calls resolved

6.) According to the lesson, quickly solving a

customer’s issue can:

a) Boost the customer’s confidence in the
company

b) Boost the manager’s confidence in the
agent

c) Boost the agent's confidence in their
ability

d) Boost the agent's confidence in the
company

7.) Length of call determines:
a) Productivity
b) Bonus
¢) Raise
d) Efficiency

s 8 e Gl e o)l ae by o oSy

e and) Lia (i
Cb sall Ol 50 (@
lela a3 Al Gl 22e (2

Y Ao s Jaeal) A3 s (533 o S ¢l G

A58l A Jaeal) 48 3505 (]
S 5lL paall A8y e (o
45,8 3 US55 (¢
Al JS il agizaly (2

s Al J sk
iyl (0
slal<all («_1

& (
e las) (J
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8.) Understanding the ____ of the agent can 4 jpaa 4S8 seluy o (Say JS ) a0 (8
ol G pa Ay i) 13 Las ¢ oyl Leaals j dllad

assist the company in knowing the .
Al i g a il QS 1Y ey ¢ Y

effectiveness of its training program, and

whether or not additional training is selasll (i
necessary, and if a coaching/mentoring ‘ & (<
program needs to be put in place. “B&M‘ (c
a) Efficiency Wl (2
b) Raise
c) Bonus
d) Productivity

9.) The only way to truly know if one is Calaa) Giay Gaddll OIS 13 Le 48 jaal s 5l 45 k1 (9
meeting the goals and standards set by the - A Lghaaa A el
c?erZn)}: is to : el s e@_.vm;ﬁt: (S
a) Ask them )
b) Ask their coworkers f_:—::‘; ((GJ
c) Evaluate their work
d) All of the above

10.) How often is an agent expected to Comman S5 Jeny o U5l e @55 50 oS (10
perform properly? JY) e & sall) 3l s e (i
a) At least once a week Jeadl el A (=
b) More often than not )@_.Afii ((GJ

c) Every day
d) By the month’s end
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Module Ten: Review Questions 1B dlal) Baa gl dan) s
1.) Companies must evaluate the progress of: fsd Sonall paill i SIS AN e g (1
a) Their employees aeilige (I
b) Customer satisfaction Jaandl ela ) (2
¢) Their bottom line il dandl (7
d) All of the above Slel sl S (2
2.) The progress of which of the following ol Y ling ¥ b Laa gl s (2
does NOT need to be evaluated? il ey (I
a) Coaching program a5l el (o
b) Mentoring program ool =l (z
c) Training program G las e i ¥ (2

d) None of the above
3.) If obtaining employee feedback via an Cag ¢ dllie e ilhgall llaadle e Jpanll Al (B (3
interview: el
a) The trainer should conduct the Aad) o) o) coxll ey
interview AL o) ja) zeiall ) shae e iy (&
b) The curriculum developer should AL o) ) galiall Hshe Yyl A Y (2
conduct the interview Al el oa) galiall sk sl cndl e cany (2
c) Neither the trainer nor curriculum
developer should conduct the interview
d) Either the trainer or curriculum
developer should conduct the interview
4.) Which of these is not one of the three e Jpanll G Gkl sas) cad okl a3 (e gl (4
methods of obtaining feedback mentioned ool A 858l Aaal I Aol
in the lesson? hdlll sl (i
a) Verbal survey S sl (@
b) Written survey i (z
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C) Interview
d) Focus group

5.) Giving kudos to an employee can be done
by:
a
b
C
d

~—

Verbally thanking them

~—

Giving a personalized gift

~—

Giving them a raise
All of the above

~—

6.) All kudos given to employees should:
a) Have a monetary value
b) Be given at the end of the work week
c) Be equal in sentiment
d) None of the above

7.) ____is/are important to being part of the
team.
a) Open lines of communication
b) Equal pay
¢) Annual meetings
d) Daily meetings

8.) What should monthly meetings be used
for?
a) For the manager to discuss the issues
with the team

b) For the manager and employees discuss

things that are going well, areas of
improvement, and proposed changes

S5 de gana (2

@ﬁ&&yﬂaﬂ\c&s)éu\@
Ledd o i (]

sle agaia (@
Slel 3yl dS (2

rol ey il sall A siad) Gl g5l aen
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c) For employees to talk about things that

are going well with the team
d) For the manager and employees to
discuss proposed changes

9.) Which old saying is referred to in this

10.)

module?

a) If at first you don't succeed, try, try
again

b) Make hay while the sun shines

c) Practice makes perfect

d) None of the above

It's important to remember that in
everything one does, there is always
a) Someone who won't be satisfied
b) Room for improvement
¢) Time to change
d) Someone who can do it better
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