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Contact Center Training 

       ب     ص     ز    ص ل

Module One: Review Questions 
 

 : الأولىمراجعة الوحدة 
 

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 

 

 (      ي      ف          ؟1

 م   ق   ئ    ع  ف ه                     ع    ع   ف    ( 

        فهم

 ع ى ج        ن  ف         بإن  ء       ع ل       ي  (ب

  ق   ئ      ج           ع ى    ع    ع   ف    م     (ج

     فهم

    يء       ق ( 

 

  

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 

 

      (   ي       ي  جب ع ى             ع ه عن  إن  ء    ف   2

 في        ع ل؟

         ه     ً   ( 

 ن          غ      ئً                ض        (ب

    أ       ف       ض       ي    جهه      ي       ف   (ج

     م

  ل         علا  ( 

 

  

3.) What question should a manager ask when 

determining the company’s goals? 

a) How can I advance my career? 

b) How can my department help the 

company reach its goals? 

c) Which employees can I fire? 

d) What does my company sell? 

 

(        ؤ ل    ي  جب        ه        عن            ف 3

       ؟

   ف    نني      م في      ي    هن  ؟ ( 

   ف          ي    ع ة        في     ق     فه ؟ (ب

  ي                نني فص هم؟ (ج

               ي؟ ( 
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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 

 

 (          ن       عل   ج   فه       ف       ؟4

            ي  جب             ن     ( 

    ن   غ     ل  يء             ي        (ب

    ن  إن  ء    ف   غ    (ج

    ن             ف    ي     جه  ق    ( 

 

  

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 

 

 (         جب        ب         ن            ؟5

   ى             ى         ى ( 

        ج  إ ى       ب         ن      ً       (ب

   ى          فهم إج  ء  هم (ج

    يء       ق ( 

 

  

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 

c) They can see who likes the company 

the most 

d) All of the above 

 

(      جه  ن        ف ،  ي       ي      في فهم      ف 6

    ج      ع               ؟

    نهم  ؤ                 ع      ( 

    نهم فهم   ى      ء      ف    لآ     (ب

    نهم  ع ف       ب                غ    (ج

  ل         علا  ( 
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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 

 

   ف    ع  ف ص     ع  م                ؟(  7

   ع              ضغ     ص ل ع ى   ج  ع     ( 

   ع                      ه م  هم (ب

   ع                               ص  نهم (ج

    يء       ق ( 

 

  

8.) Which of the following is not an example 

of an education opportunity? 

a) College tuition reimbursement 

b) Watching YouTube 

c) Cross Training 

d) Seminars & workshops 
 

 (   ي       ي   س     ً ع ى ف ص   ع     ؟8

           م                 ( 

      ة      ب (ب

 ع         ب (ج

   ن        ش   ع ل ( 

 

  

9.) A _______ sets the tone for the whole staff 

a) Contact Center 

b) Coworker 

c) Manager 

d) None of the above 

 

 _______        نغ    ج            9) 

    ز    ص ل ( 

 ز  ل   ع ل (ب

      (ج

    يء       ق ( 

 

  

10.) When you are a manager, it is 

important that you create an/a __________ 

with your staff. 

a) Relationship 

عن            ً   ،       هم     ن ئ __________    10) 

.       

   علاق  ( 

      ف           (ب

    ف      ة (ج
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b) Open culture 

c) Family-culture 

d) None of the above 

 

    يء       ق ( 
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Module Two: Review Questions 
 

 : الثانيةمراجعة الوحدة 
 

1.) Which of the following is a trait to look for 

in a Top Performer? 

a) Reliability 

b) Has good rapport with co-workers 

c) High productivity 

d) All of the above 

 

 (   ي       ي   ع       جب     ث عنه  في "   ؤ    فضل"؟1

       ق   ( 

    ه علاق  ج  ة    ز لاء   ع ل (ب

 إن  ج   ع     (ج

  ل         علا  ( 

 

  

2.) Which of the following is NOT a benefit of 

training with a Top Performer? 

a) Helps the employees feel valued 

b) Helps the trainee get useful information 

about their job 

c) Helps the trainee pick up bad habits 

d) Helps the employees build relationships 

with the staff 

 

       ب     فضل  ؤٍ ؟(   ي       ي      ل ف ئ ة 2

    ع           ع ى    ع            ( 

   ع        ب في    ص ل ع ى  ع          ة   ل  (ب

      ه

    ع        ب ع ى      ب   ع         ئ  (ج

    ع           ع ى  ن ء علاق               ( 

 

  

3.) What could prevent an employee from 

being able to effectively do their job? 

a) Not understanding their job duties 

b) Not understanding when their lunch 

break is 

c) Not being close to their co-workers 

d) All of the above 

 

 (        ي           ن       ف         م  ع  ه   ع    ؟3

 ع م فهم   ج         هم ( 

       غ  ءع م فهم   ع       (ب

 ع م      ب    ز لائهم في   ع ل (ج

  ل         علا  ( 

 

  

4.) Employees want to know what about the 

company’s ‘big picture’? 

a) What the big picture is 

b) How they are involved in the big picture 

c) Why the company wants to achieve the 

           ع ف       ع  "  ص  ة       ة"       ؟(       4

     ي   ص  ة       ة ( 

   ف         في   ص  ة       ة (ب

                       ق   ه ف (ج

     ب ( 
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goal 

d) A and B 

 

 

  

5.) What could be included in your recorded 

phone call critique? 

a) Tone 

b) Scripting 

c) Correct information given 

d) All of the above 

 

 (        ي       ض  نه في ن             ه          جل؟5

   نغ   ( 

      ج  (ب

 إع  ء    ع        ص     (ج

  ل         علا  ( 

 

  

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 

 

 (     ف ئ ة       ع إ ى                  ؟6

    ه       ف       نه   ع ل ع  ه ،        ي       ف ه ( 

           ه       ف    ع ى    غم      ع  ل   أ   (ب

   ضح       ه      ف في      ه (ج

  ل         علا  ( 

 

  

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 
 

 (   ي       ي      ل ف ئ ة          ب          ؟7

    ح              ص ل ع ى ف ص      م       ي ( 

   صل          ع  ع  هم (ب

   ف     ض        ي      ف (ج

  ل         علا  ( 

 

  

8.) What happens when a company loses an 

employee? 

 (          ث عن                    ً ؟8
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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 

 

   ع   ع ى           ف    ع    ع ى    ف    ل ( 

   ف       ب      ف جب ع ى            (ب

              لإن  ج   ،      عني  نه           ل (ج

  ل         علا  ( 

 

  

9.) Peer training includes training with _____. 

a) The manager 

b) Top performers 

c) Coworkers 

d) None of the above 
 

     ب   ق       ل       ب    _____.9) 

 )        

   فضل    ءً  (ب

   ع لز لاء  (ج

    يء       ق ( 

 

  

10.) 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 

 

                 زة    ع   ن     ______________.10) 

              ف ( 

   ض    ج   ع (ب

 ج                ه      (ج

               ج         ( 
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Module Three: Review Questions 
 

 : الثالثةمراجعة الوحدة 
 

1.) What is a way that you can build rapport 

with your customers? 

a) Have a smile in your voice 

b) Keep to your scripting 

c) Listen, Acknowledge, and use apathy 

d) None of the above 

 

 (      ي            ي    ن      لا ه   ن ء علاق     ع لائ ؟1

     م في ص    ( 

   ف  ع ى      ج    نص       ص     (ب

         ع  ف       م   لا    ة (ج

    يء       ق ( 

 

  

2.) How do you keep a smile in your voice? 

a) Look in the mirror during the call to 

remind you to smile 

b) Have something around you that makes 

you smile 

c) Smile before answering the call 

d) All of the above 

 

 (    ف    ف  ع ى         في ص   ؟2

  ن   في     آة   ن ء                         م ( 

     م        ئً        جع    (ب

     م ق ل      ع ى          (ج

  ل         علا  ( 

 

  

3.) What is small talk? 

a) Engaging in short business-related 

conversation 

b) Asking closed questions, which result in 

one-word answers 

c) Having a polite conversation, on topics 

that would not cause distress 

d) All of the above 

 

 (             ث   صغ  ؟3

   ن     في        قص  ة   ع       ع  ل ( 

   ح   ئ    غ    ،      ن ج عنه إج                 ة (ب

 إج  ء         ه      ل   ض ع        ب   ض ق (ج

  ل         علا  ( 

 

  

4.) Which of the following would not be a 

good topic for small talk? 

a) The Weather 

b) Politics 

c) Sports 

 (   ي       ي           ض عً  ج ً                ص  ة؟4

     س ( 

         (ب

      ض  (ج

    يء       ق ( 
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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 

 

  ي  ع       نً  ص  ً  ؟(   ي      5

عن         في        ، فأن             م  ه      ( 

       ع      ،    ع   ف         ه ،        م   لا    ة

      ع  عني  ن              ه     ص     م   ع  ج ه  (ب

 في    غ 

    ج    ب ع ى  لإ لا            لا     عن   (ج

       ع إ ى     صل

  ل         علا  ( 

 

  

6.) Which of the following is not an 

appropriate phrasing when expressing 

empathy with a caller? 

a) “I 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) “I can’t imagine how upsetting this is for 

you” 

d) “I sincerely apologize that this has 

happened to you” 

 

(   ي       ي    ع    ص  غ     ن     عن     ع    ع     ع  ف 6

        صل؟

 " جب           ن  في         قف ع ى   أ " ( 

 "   هم   ف                      قف    ً     " (ب

 "                ل  م     زعج    ن      " (ج

 " ع     ص          ق    ث   " ( 

 

  

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 

(   ي       ي  جب      ع ه في          عن        ل         7

 ع ى    ع  ؟

    ث ع      ض    ج     ( 

    ث ع           ي   ج       ه  (ب

    ث ع  آ  ئ           (ج

    يء       ق ( 
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8.) When an agent isn’t being themselves the 

caller feels like they are being ____________. 

a) Apathetic 

b) Inauthentic 

c) Empathetic 

d) None of the above 

 

(  عن                ل     ع      صل   أنه 8

.____________ 

       ي ( 

 غ    ص ل (ب

    ع  ف (ج

    يء       ق ( 

 

  

9.) Building rapport with your ________ is a 

crucial part of any contact center. 

a) Customers 

b) Coworkers 

c) Managers 

d) None of the above 
 

 ن ء علاق     ________     ص       جزء     ي     ي 9) 

    ز   ص ل.

   ع لاء ( 

 ز لاء   ع ل (ب

          (ج

    يء       ق ( 

 

  

10.) This helps build your client base, 

thus building your company’s revenues. 

a) Building rapport 

b) Additional Scripting 

c) Compliments 

d) None of the above 
 

   ع      في  ن ء ق ع ة ع لائ  ،        ي  ن ء إ       10) 

.      

  ن ء علاق  ( 

      ج    نص    لإض ف   (ب

    ج  لا  (ج

    يء       ق ( 
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Module Four: Review Questions 
 

 : الرابعةمراجعة الوحدة 
 

1.) When a customer is interrupted it makes 

them feel ____________. 

a) Happy 

b) Involved 

c) Rushed 

d) All of the above 

 

 (  عن      م     ع    ع  ل ، فإنه   ع  ____________.1

a. ع  ة    

          (ب

  لإ  عج ل (ج

  ل         علا  ( 

 

  

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 

 

 (  عن                صل      ،       جب      عل؟2

  س       ق   لا    ع إ ى     ص     غ ق           نه  ( 

         

    ح  هم     ن  س ع  إ    هم         ع  (ب

 ن  ه  إ ى   ص آ   (ج

    يء       ق ( 

 

  

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 

c) They should avoid judging the callers 

d) All of the above 

 

 (   ي       ي  ن  ق ع ى   لاء    ز    ص ل؟3

      هم  ي      ع ى           ( 

  جب       ف    ع ى    ع  م     ص      ج           (ب

  جنب     م ع ى     ص    (ج

  ل         علا  ( 

 

  

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 

 (   ي       ي    ن غي         ح  عه      ف؟4

     ص     ع       ئ     ب      ز ع      ( 

     م      ع لاء     ف  (ب

    م     ص        ن  س ع  إ    هم     لاء (ج

    يء       ق ( 
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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 

taking notes during a call? 

a) So that you can remember what you 

need to pick up at the store 

b) You’re an aspiring writer and want to 

get a book published 

c) So that you can write down important 

comments the caller has made 

d) So that you can practice writing your 

name 

 

 (   ي       ي  ع     ً  ج ً             لا       ن ء         ؟5

       ص ل ع  ه        ج   ى                     ( 

  ن     ب    ح    غب في ن      ب (ب

  ى                   ع         ه      ي    ى  ه   (ج

     صل

   ى       ع ى            ( 

 

  

6.) Taking notes can help in which of the 

following? 

a) Helping sort out the needs of a caller 

who rambles or gets off topic 

b) Keeping yourself entertained until the 

caller stops talking 

c) Fulfilling this requirement, set forth by 

your manager 

d) None of the above 

 

 (             ع           لا     في  ي       ي؟6

     ع ة في     ب      ج       صل    ي   ج ل     ( 

    ج ع      ض ع

     ف ه ع  ن      ى    قف     صل ع     لام (ب

       ء          ب    ي            (ج

    يء       ق ( 

 

  

7.) Which of the following is a great way to 

show the caller you are actively listening? 

a) Ask them to repeat what they’ve just 

said 

b) Summarize the call 

c) Interrupting the caller 

 (   ي       ي   ع          ئع  لإ ه       صل  ن         ن   ؟7

    ب  نهم          ق          ( 

     ص          (ب

     ع      صل (ج

    يء       ق ( 
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d) None of the above 

 

 

 

 

 

 

 

 

  

8.) Which of the following would be an 

acceptable script to use to re-cap a call? 

a) “I just want to clarify that you have 

stated…” 

b) “So, I understand that today you need 

assistance with…” 

c) “Just so that I understand you 

correctly…” 

d) None of the above 

 

 (   ي       ي  ع  نصً       ً        ه لإع  ة               ؟8

  ن       ...""     ف        ضح  ( 

 "    ،  فهم  ن      ج     م إ ى      ع ة في ..." (ب

 "ف     ي  فه      ل ص  ح ..." (ج

    يء       ق ( 

 

  

9.) ____________ 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 

 

___________  ي          ص  .   ص         ه 9) 

            ث ،   لآ      ه             ع.

    ص    ( 

      ث (ب

       ع (ج

  ل      ق ( 

 

  

10.) The person who has the job 

of__________ has the hardest job. 

a) Communicating 

b) Talking 

c) Listening 

d) None of the above 

 

     ص    ي    ه       _________    ه  صعب ع ل.10) 

      صل ( 

      ث (ب

       ع (ج

    يء       ق ( 

 

 



 

14 

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

                   - )                                                              (                                  ©   
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Module Five: Review Questions 
 

 مراجعة الوحدة الخامسة: 
 

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 

 

 (   ي       ي  هم في   ف    ج      ئع    ع لاء؟1

 ع م  ضغ   ع      ن ء          ( 

            لال      ج    نص   (ب

 ع م       م      ج    نص   (ج

    يء       ق ( 

 

  

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 

 

 (   ي       ي             ج    نص  ؟2

  ن       ب      ء    ع  ع ى ( 

           لاء    ع         ي  ن           (ب

  ع ي    ج     غ             ص    (ج

    ل      ة       ب ( 

 

  

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 

c) When the caller hangs up the phone 

d) None of the above 

 

 (          ه  ء      ؟3

 عن          ن   ص               ن  ب      صل ( 

 عن               ل     صل (ب

 عن     غ ق     صل   ه  ف (ج

    يء       ق ( 

 

  

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 

   ي  ع        ً   ج ً     لء   ه  ء      ؟ (   ي    4

    ح      ع ه عن           ع  ل ع ى      ( 

إ        جب ع    إ   ل ع        غ    ض        ، ف م  (ب

   ع  ق   ع  ل   ى    ن    في  ي   ن    .

  ن    في        قص  ة      ع  ل (ج

  ل         علا  ( 
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the limbo of dead air 

c) 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 

 

(     ن ع   نغ      ي          ن ل     صل  ن   ع     ن    في 5

       ه؟

 نغ   ع       نغ   ( 

 في       (ب

 نغ     ج    قل (ج

  نع نينغ    ( 

 

  

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 

 

 (         نع  ف؟6

 ف ه   يء     نغ      ي    ل  ( 

    ع    ع     ز ج          ج    (ب

عن         م      ج    نص      ن        ه    ع  ل  ن   (ج

         ع  ه

    يء       ق ( 

 

  

7.) Which phrase is not recommended for an 

agent to use? 

a) "I sincerely apologize I know this is 

frustrating.  If I could offer…" 

b) “What.” 

c) "I 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" 

 (      ي   ع   ة    ي    نصح      ل         ه ؟7

 نني  ع م                . إ       " ع     ص    ( 

  إ   ني     م ..."

 "    ". (ب

"  ع ني    ع    في     ، فه      ع              ضً   (ج

 ع ى   قعن   لإ     ني       "

"   ح  ي    ض ح       ع     ، ف        صع   في  عض  ( 

"       
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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 

c) When in doubt hang up the phone or 

transfer to another agent 

d) None of the above 

 

  غ  (   ي       ي       ل ج          ه عن              ص8

      ء؟

 ف   قل           إ ى       ( 

      م      ج  ،      ع  ع   ي نص ص (ب

 عن       ،  غ ق   ه  ف     ن  ه إ ى    ل آ   (ج

    يء       ق ( 

 

  

9.) In any industry, ___________ is one of the 

most important aspects of the business  

a) Empathy 

b) Communication 

c) Customer service 

d) None of the above 

 

 في  ي صن ع  ،  ع    ___________       م ج  نب   ع ل9) 

    ع  ف ( 

      صل (ب

        ع لاء (ج

    يء       ق ( 

 

  

10.) _________ is a set response that the 

company determines they would like the 

contact center agent to say in certain 

situations  

a) Scripting 

b) “Good morning” 

c) “Thank you” 

d) None of the above 

 

_________ ع   ة ع      ج  ع               نه  10) 

    ز    ص ل في    قف  ع ن   غب في        ه     ل 

      ج  ( 

 "ص  ح      " (ب

 "    " (ج

    يء       ق ( 

 

 

  



 

18 

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

                   - )                                                              (                                  ©   

Module Six: Review Questions 
 

 مراجعة الوحدة السادسة: 
 

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 

 

 (        عني "ق  ءة"     صل   ؟1

 إ         صل          ( 

 إ         صل       ف هم (ب

     ءة   نص     ص        صل   ف   (ج

    يء       ق ( 

 

  

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 

 

 (   ف ً    نص ،  ي                             ه       ل؟2

      ة ع ى   ه  ب ( 

   ؤ    غ    ج       ة ع ى       م  (ب

      ة ع ى       م إ   ء         ص    ع لاء   ع   ن    (ج

    يء       ق ( 

 

  

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 

c) 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 
 

 (   ي       ي   س    ة  جب         عن      ل       ؟3

  ب ق        ص  ه    ص    ل         صل ع    ( 

 ق ل       ل ،  أ       نه  يء    ن     ع  هم ف ه (ب

     م          ،   ى    ض       صل إ ى            ه (ج

   ق ع ى       ع        ل    أ      إج  ء          ( 
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4.) When transferring a 

call_________________________. 

a) You should just connect it, don’t worry 

about telling the caller anything 

b) You want to just give the caller the 

number to dial directly instead of 

transferring 

c) It is important that you transfer the call 

properly 

d) None of the above 

 

(  عن      ل        4

.__________________________ 

 جب ع    ف     ص  ه ،       ق   أ  إ         صل  أي  ( 

  يء

     ف    نح     صل    قم  لا ص ل      ة    ً     (ب

       ل

       هم       م      ل             ل ص  ح (ج

    يء       ق ( 

 

  

5.) Which is not true about going the extra 

mile for a customer? 

a) Going the extra mile always entails lots 

of extra work for the agent 

b) Going the extra mile can make your 

customer happy 

c) Going the extra mile shows the 

supervisor and the customer you care 

d) All of the above 

 

 ع  ل؟(        غ   ص  ح   أ    ل جه  إض في   5

     زم             ع ل  لإض في      ل   ل جه  إض في ( 

          ؤ ي   ل جه  إض في إ ى إ ع   ع     (ب

   ه       م في     ل  لإض في      ف    ع  ل    ي  ه م  (ج

  ه

  ل         علا  ( 

 

  

6.) Which of the following does going the 

extra mile accomplish? 

a) Increasing customer satisfaction 

b) Increasing the employee job satisfaction 

c) Increasing job retention 

d) All of the above 

 

 (   ي       ي    ق إنج زً  إض ف ً ؟6

 ز   ة  ض    ع لاء ( 

 ز   ة    ض        ي      ف (ب

 ز   ة                  (ج

  ل         علا  ( 
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7.) What can too much information do to a 

customer? 

a) Make them educated and aware 

b) Make them confused and disgruntled 

c) Make them angry and happy 

d) None of the above 

 

 (        ي           ع ه              ع        ع  ل؟7

  جع هم   ع        ع   ( 

 جع هم                 (ب

   ع  ء جع هم غ ض     (ج

    يء       ق ( 

 

  

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

a) Explaining the processes are always 

good for the customers 

b) Explaining the process can be both 

good and bad, depending on the 

situation 

c) Explaining the process is always bad 

d) All of the above 

 

 (   ي       ي  ع       نً  ص  ً  ؟8

   ح   ع        ئً           ج ً     ع لاء ( 

               ح   ع     ج ً      ئً  ،  ع   ً   ع ى  (ب

     قف

   ح   ع      يء   ئً   (ج

  ل         علا  ( 

 

  

9.) Your manners are always important, but it 

can be hard sometimes to convey them 

when _________. 

a) On the phone 

b) Customers are rude 

c) You had a rough start to your day 

d) None of the above 

 

آ      ه     ئً   ،      ق            صعب     نً  ن  ه  عن  9) 

._________ 

 ع ى   ه  ف ( 

   ع لاء  ق    (ب

                صع         (ج

    يء       ق ( 

 

  

10.) A call center agent’s whole job is 

________.  

a) Answering the phone 

b) Representing the company 

c) Customer Service 

d) None of the above 

 

          ل    ز    ص ل       ل  ي ________.10) 

      ع ى   ه  ف ( 

     ل        (ب

        ع لاء (ج

    يء       ق ( 
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22 

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

                   - )                                                              (                                  ©   

Module Seven: Review Questions 
 

 مراجعة الوحدة السابعة: 
 

1.) As a contact center representative, you are 

the: 

a) Second line of defense 

b) First line of defense 

c) Third line of defense 

d) Fourth line of defense 

 

 (   ص       ل    ز    ص ل ، فأن :1

       ف ع     ني ( 

       ف ع    ل (ب

    ف ع      ث    (ج

       ف ع        ( 

 

  

2.) Reassuring the customer that you are there 

to help will MOST likely: 

a) Make the customer more upset, which 

will calm you 

b) Calm the customer, which will make you 

more upset 

c) Make the customer more upset, which 

will make you more upset 

d) Calm the customer, which will calm you 

 

 (         جح       ئ    ع  ل  أن    ج        ع ة:2

 جعل   ع  ل       نزع جً  ،       ه ئ  ( 

 قم   ه ئ    ع  ل ،       ز       نزع ج  (ب

 جعل   ع  ل       نزع جً  ،       ز       نزع ج  (ج

  ه ئ    ع  ل      ه ئ  ( 

 

  

3.) To be a good listener over the phone, what 

non-verbal communication cues should 

you pick-up on? 

a) Body language and pitch 

b) Facial expressions and body language 

c) Pitch and tone 

d) Tone and facial expressions 

 

 ص ل (    ي          عً  ج ً   ع     ه  ف ،     ي إ        3

 غ              ي  جب         ه ؟

  غ    ج      ن  ة ( 

  ع        جه   غ    ج   (ب

     عب    ن  ة (ج

 نغ     ع         جه ( 

 

  

4.) While listening to the customer speak, you 

should only take notes of: 

a) What the customer is saying 

b) How you plan on addressing the 

(    ن ء       ع إ ى   ع  ل     ث ،  جب ع    ف         4

  لا       ل:

        ه   ع  ل ( 

   ف        ع  ج          (ب
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problem 

c) Who you will involve in addressing the 

problem 

d) Who is to blame for the problem 

           في  ع  ج          (ج

 ع ى            م         ( 

 

  

5.) If you know who is to blame for a 

customer’s issue, you should: 

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 

 

 (  إ    ن   ع ف     ؤ ل ع          ع  ل ، ف جب ع   :5

         ع  ل       ( 

          ع  ل   ع ل ف   ع ى إ ج    ل (ب

        ع  ل ع      ه ،  م  ع ل ع ى إ ج    ل (ج

     ل          إ ى     ص    ي    ب في         ( 

 

  

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 

d) Themselves 

 

(  عن      صل       ع لاء     ج         ، فإنه       ع  ةً إ ى 6

 إ   ء     م ع ى   ؟

  ج  ع     ز    ص ل ( 

          ن   ن       ع ى  (ب

        ن  ه  (ج

    / ن  ه  ( 

 

  

7.) What is the bottom line of what a customer 

wants when calling in to discuss a 

problem? 

a) To get the responsible party fired 

b) To resolve the issue 

c) To vent 

d) None of the above 

 

   ص ل   ن ق   (      ي     ص     نه ئ               ع  ل عن  7

         ؟

 لإ لا      ف     ؤ ل ( 

   ل         (ب

    ن  س (ج

    يء       ق ( 

 

  

8.) What should you do once you’ve 8ي  جب ع    فع ه   ج    ن    إج  ء   ل         ع  ل؟        ) 
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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 

 

       ع       ع  ل ( 

    يء.     فع    ل           ب  ن  (ب

           ق (ج

    يء       ق ( 

 

  

9.) In any business where customers are 

involved, there will be ________customers  

a) Laughing 

b) Crying 

c) Disgruntled 

d) Quiet 

 

في  ي ع ل       ف ه   ع لاء ،        ن   ع لاء 9) 

________ 

   ض   ( 

      ء (ب

      (ج

   ه  ء ( 

 

  

10.) 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 

 

    ي  عض          ي    ن      عه         ع ى    ئ  في 10) 

     قف؟

    ن س   ع  ق ( 

           ع  ل   س غ ض ً   ن  ،          قف. (ب

   أ    ع  ل. (ج

  ل      ق ( 
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Module Eight: Review Questions 
 

 مراجعة الوحدة الثامنة: 
 

1.) When creating a checklist, what kind of 

words should be used? 

a) Words that are understood by all 

education levels 

b) Big words to show how knowledgeable 

you are 

c) Words at a third-grade level 

d) Words at a first-grade level 

 

 (  عن  إن  ء ق ئ     جع   ،    ن ع            ي  جب        ه ؟1

         ه       ق ل ج               ع  م ( 

           ة لإ ه     ى  ع ف   (ب

       في   صف      ث (ج

       ع ى     ى   صف    ل ( 

 

  

2.) Your checklist should consist of: 

a) Questions that require the customer to 

think long and hard about 

b) Questions that require the customer to 

partially answer in one call and the 

remaining amount in another call 

c) A large amount of questions 

d) Only one question 

 

 (   جب          ق ئ        جع     :2

     ب      ع  ل            ً  في        ئ      ي  ( 

   ئ      ي     ب      ع  ل      جزئ ً  في            ة  (ب

       غ       ي في           ى

          ة       ئ   (ج

  ؤ ل      ف   ( 

 

  

3.) Which of the following is NOT typically a 

term used to describe a linear thinker? 

a) Traditional 

b) Creative 

c) Structure-based 

d) Logical 

 

 (   ي       ي   س  ص  ً        م ع  ةً   صف            ي؟3

 )           

  لإ   ع (ب

 ع ى    س   ه  ل (ج

  ن  ي ( 

 

  

4.) Linear thinkers like to: 

a) Create problems or implement 

solutions 

b) Create problems and implement 

 (    ب                 :4

   ق       ل     ن         ل ( 

   ق       ل   ن         ل (ب

   ق       ل (ج
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solutions 

c) Create problems 

d) Implement solutions 

 

  ن         ل ( 

 

  

5.) What is an example of an open-ended 

question? 

a) How did the product operate when you 

turned it on? 

b) What is your account number? 

c) Did the product work? 

d) Did you receive the product on time? 

 

 (           ل ع ى  ؤ ل     ح؟5

   ف        ن ج  ع ل عن    غ  ه؟ ( 

        قم      ؟ (ب

  ل ع ل    ن ج؟ (ج

  ل           ن ج في    ق        ؟ ( 

 

  

6.) Open-ended questions: 

a) Must always be in question form 

b) Can sometimes be statements 

c) Must always be in statement form 

d) Can never be asked over the phone 

 

 (    ئ         :6

  جب           ئً   في   ل  ؤ ل ( 

      في  عض                ع      (ب

  جب           ئً   في   ل      (ج

   ه  ف         ً     ب     ع    ( 

 

  

7.) What is an example of a close-ended 

question? 

a) Why would you like to return the 

product? 

b) At what time did you notice the 

problem? 

c) How did the product function when you 

turned it on? 

d) Any of the above 

 

 (           ل ع ى  ؤ ل  غ ق؟7

 إ ج ع    ن ج؟        غب في  ( 

 في  ي  ق              ؟ (ب

   ف        ن ج  ع ل عن    غ  ه؟ (ج

  ي       ق ( 

 

  

8.) An example of a close-ended questions: 

a) Must always be in question form 

    ل ع ى    ئ      غ   :  (8

  جب           ئً   في   ل  ؤ ل ( 
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b) Must always be in statement form 

c) Can never be asked over the phone 

d) Can sometimes be statements 

 

  جب           ئً   في   ل      (ب

          ً     ب     ع     ه  ف (ج

              في  عض        ع      ( 

 

 

 

 

 

 

  

9.) You want to be able to _______ in as few 

steps as possible. 

a) Practice your questions 

b) Resolve the issue 

c) Learn to speak clearly 

d) None of the above 

 

             ق  ً   ع ى _______ في  قل ع           9) 

.        

    ب ع ى   ئ    ( 

  ل         (ب

  ع م      ث   ض ح (ج

    يء       ق ( 

 

  

10.) ________ thinking involves step-by-

step progression. 

a) Clear 

b) Team 

c) Linear 

d) Practical 
 

 ________   ض              ً      ة     ة.10) 

     ح ( 

      ق (ب

     ي (ج

 ع  ي ( 
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Module Nine: Review Questions 
 

 : التاسعةمراجعة الوحدة 
 

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 

 إ ى     ؟ 4(   ف ً      س ،        ج  "              "      غ  1

    ي     قع   ( 

         قع   (ب

          قع   (ج

     ء غ         ل ( 

 

  

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 

 إ ى     ؟ 1(   ف ً      س ،        ج  "              "      غ  2

    ي     قع   ( 

         قع   (ب

          قع   (ج

     ء غ         ل ( 

  

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 

c) Those that are disconnected by the 

agent’s manager 

d) Those that are disconnected by the 

agent before speaking to the customer 

      ي عنه   ي: (               ي  م3

        ي  م فص ه     ق ل   لاء آ     ( 

        ي ق عه    ع  ل ق ل      ث إ ى      ل (ب

     ص        ق ل           ل (ج

        ي ق عه       ل ق ل      ث إ ى   ع  ل ( 

  

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 

 (    ف    ب  ع                   ؟4

             ي  م      ي عنه      ً   ع ى إج   ي ع   ع    ( 

          

ع                ي  م      ي عنه    لإض ف  إ ى إج   ي  (ب

 ع            

إج   ي ع                 ً   ع ى ع                ي  م  (ج

      ي عنه 

إج   ي ع              ض   ً  في ع                ي  م  ( 
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number of abandoned calls 

d) The total number of calls times the 

number of abandoned calls 

 

  ي عنه     

  

5.) Answering calls quickly can help reduce: 

a) Customer satisfaction 

b) Employee turnover 

c) The abandoned calls rate 

d) The number of calls resolved 

 

 (             ع       ع ى              ع  في     ل:5

  ض    ع لاء ( 

                (ب

 عنه   ع               ي  م      ي (ج

 ع                ي  م   ه  ( 

 

  

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 

 

 (   ف ً      س ،          ؤ ي  ل         ع  ل    ع  إ ى:6

  عز ز       ع  ل في        ( 

  عز ز                  ل (ب

  عز ز          ل في ق   ه (ج

 ز   ة          ل         ( 

 

  

7.) Length of call determines: 

a) Productivity 

b) Bonus 

c) Raise 

d) Efficiency 

 

 (    ل              :7

  لإن  ج   ( 

      فأة (ب

  ف  (ج

      ءة ( 
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8.) Understanding the _____ of the agent can 

assist the company in knowing the 

effectiveness of its training program, and 

whether or not additional training is 

necessary, and if a coaching/mentoring 

program needs to be put in place. 

a) Efficiency 

b) Raise 

c) Bonus 

d) Productivity 

 

(  إ  فهم _____      ل            ع         في  ع ف  8

فع       ن  جه         ي ،     إ             ب  لإض في ض    ً   م 

   ج ه.  ،     إ         زم  ض    ن  ج     ب / 

      ءة ( 

  ف  (ب

      فأة (ج

  لإن  ج   ( 

 

  

9.) The only way to truly know if one is 

meeting the goals and standards set by the 

company is to __________________. 

a) Ask them 

b) Ask their coworkers 

c) Evaluate their work 

d) All of the above 

 

        ص    ق      ف                ة   ع ف     إ  9) 

     ع        ي     ه            __________________.

   أ هم ( 

   أل ز لائهم في   ع ل (ب

     م ع  هم (ج

  ل      ق ( 

 

  

10.) How often is an agent expected to 

perform properly? 

a) At least once a week 

b) More often than not 

c) Every day 

d) By the month’s end 

 

  م   ة    ق          ل     ع ل    ل ص  ح؟10) 

   ة     ة في      ع ع ى   قل ( 

 في  غ ب        (ب

  ل   م (ج

  نه       ه  ( 
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Module Ten: Review Questions 
 

 مراجعة الوحدة العاشرة: 
 

1.) Companies must evaluate the progress of: 

a) Their employees 

b) Customer satisfaction 

c) Their bottom line 

d) All of the above 

 

 (   جب ع ى             م      م      ز في:1

      هم ( 

 إ ض ء   ع  ل (ب

     ص     نه ئ   (ج

  ل         علا  ( 

 

  

2.) The progress of which of the following 

does NOT need to be evaluated? 

a) Coaching program 

b) Mentoring program 

c) Training program 

d) None of the above 

 

 (     م  ي       ي       ج إ ى     م؟2

   ن  ج       ب ( 

   ن  ج     ج ه (ب

   ن  ج       ب (ج

    يء       ق ( 

 

  

3.) If obtaining employee feedback via an 

interview: 

a) The trainer should conduct the 

interview 

b) The curriculum developer should 

conduct the interview 

c) Neither the trainer nor curriculum 

developer should conduct the interview 

d) Either the trainer or curriculum 

developer should conduct the interview 

 

(  في         ص ل ع ى  لا          ف ع          ،  جب 3

 ع   :

          جب ع ى      ب إج  ء  ( 

  جب ع ى         نهج إج  ء          (ب

    ن غي      ب            ن  ج إج  ء          (ج

  جب ع ى      ب            ن  ج إج  ء          ( 

 

  

4.) Which of these is not one of the three 

methods of obtaining feedback mentioned 

in the lesson? 

a) Verbal survey 

b) Written survey 

(   ي                   إ  ى          لاث    ص ل ع ى 4

    غ        جع         ة في     س؟

     ح      ي ( 

     ح       ي (ب

        (ج
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c) Interview 

d) Focus group 

 

  ج  ع        ز ( 

 

  

5.) Giving kudos to an employee can be done 

by: 

a) Verbally thanking them 

b) Giving a personalized gift 

c) Giving them a raise 

d) All of the above 

 

 (            م إع  ء    ه ة      ف ع     ق:5

 )  ً      م   ه  

 إع  ء        ص   (ب

  ن هم علا ة (ج

  ل         علا  ( 

 

  

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 

 

 (  ج       ن  ه       ن              جب   :6

  ه  ق    ن     ( 

        ع   ع ل  ع ى في نه    (ب

   ن           في      ع  (ج

    يء       ق ( 

 

  

7.) ______ is/are important to being part of the 

team. 

a) Open lines of communication 

b) Equal pay 

c) Annual meetings 

d) Daily meetings 

 

 (  ______       هم         جزءً          ق.7

 ف ح         ص ل ( 

        ة في   ج  (ب

   ج   ع      ن    (ج

   ج   ع           ( 

 

  

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 

 (        ي  جب         م   ج   ع      ه   ؟8

          ن ق      ض            ق ( 

   ن                     ، ن ق         ء    ي      ع ى  (ب

       م ،   ج            ،     غ              

       ث          ع       ء    ي      ع ى       م     (ج

      ق

          ن ق      غ                         ( 



 

34 

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

                   - )                                                              (                                  ©   

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 

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 

 

      ة؟          ل      م        إ  ه في     9) 

 إ    م  نجح في         ، ف   ل ،  م    ل   ة    ى ( 

 جعل         ن            س (ب

           ؤ ي إ ى      ل (ج

    يء       ق ( 

 

  

10.) It’s important to remember that in 

everything one does, there is always 

_______  

a) Someone who won’t be satisfied 

b) Room for improvement 

c) Time to change 

d) Someone who can do it better 

 

      هم           نه في  ل      ع ه     ء ،   ج    ئً   10) 

_______ 

   ص           ض   ( 

  ج ل         (ب

      ق     غ    (ج

   ص    نه فعل        ل  فضل ( 

 

 

 


