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Practice Test 01

Customer Service Assessment Standard Examination

CUSTOMER SERVICE ASSESSMENT

Practice Examination

A focused practice assessment covering the core
customer service competencies.

Assessment Areas

Customer Communication
Service Delivery

Problem Solving & Judgement
Professional Conduct

Customer Experience Awareness

Phone Call Customer Service

01

Customer Service
Assessment Standard

25 25 MIN 5 50 MIN

Objective Questions Objective Time Case Studies Case Study Time
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ICSCAE PRACTICE TEST 01 « OBJECTIVE QUESTIONS

Objective Questions 1-10

Customer Service Assessment Standard ¢ Select the best answer. 25 QUESTIONS « 25 MINUTES

1. A customer is explaining a problem. What should you do first?

A. Interrupt and offer a solution
B. Listen carefully

C. Transfer the customer

D. End the conversation

2. Which response shows empathy toward a customer?

A. “That is not my problem.”

B. “You should have checked first.”

C. “l understand why this is frustrating.”
D. “You will have to wait.”

&, A customer asks for information you are unsure about. What should you do?

A. Guess the answer

B. Give incorrect information quickly
C. Check the correct information

D. Ignore the question

4. What is the main purpose of active listening?

A. To end conversations quickly

B. To understand the customer's needs
C. To avoid difficult customers

D. To reduce communication

5. A customer has been waiting for along time. What is the best response?

A. Ignore the customer

B. Acknowledge the delay and assist
C. Blame another employee

D. Tell the customer to leave

6. When answering a customer phone call, you should:

A. Answer politely and identify the organization
B. Say only “Hello”

C. Immediately put the caller on hold

D. Ask the caller to call back

7. A customer explains a need clearly. What should good service focus on?

A. The customer's actual need
B. Making the process difficult
C. Ending the interaction
D. Avoiding responsibility

8. A customer complains about a service. What should you do first?

A. Argue with the customer

B. Listen and understand the complaint
C. Blame the customer

D. Ignore the complaint

9. Which action demonstrates professional conduct?

A. Being respectful and responsible
B. Sharing customer information

C. Ignoring workplace procedures
D. Speaking rudely to customers

10.  Why is customer feedback important?

A. It can help improve service quality
B. It should always be ignored

C. It makes service slower

D. It removes customer expectations
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ICSCAE PRACTICE TEST 01 « OBJECTIVE QUESTIONS

Objective Questions 11-20

Customer Service Assessment Standard ¢ Select the best answer. 25 QUESTIONS « 25 MINUTES

11. A customer gives you several details about a problem. What should you do?

A. Listen and confirm the key details
B. Interrupt the customer

C. Ignore some information

D. End the discussion

12. Which statement is the clearest way to explain a service?

. “You know how it works.”

. “Itis complicated.”

. “Here is how the service works.”
. “Just do what you normally do.”

o0 w>

13. A customer says they do not understand your explanation. What should you do?

A. Repeat it in simpler language
B. Tell them to ask someone else
C. Speak more quickly

D. End the conversation

14. What is an important part of good telephone customer service?

A. Listening without unnecessary interruptions
B. Eating while speaking

C. Speaking rudely

D. Keeping the caller waiting without explanation

1S, A customer asks for a service that does not meet their actual need. What should you do?

A. Clarify what the customer needs
B. Process it without asking

C. Refuse to help

D. End the interaction

16. What should you do when a customer becomes upset?

A. Remain calm and show understanding
B. Become upset too

C. Ignore their feelings

D. Blame the customer

17. A customer has an urgent issue. What should you consider when providing service?

A. The urgency and the customer's needs
B. Only your convenience
C. Avoiding the customer
D. Delaying the issue without explanation

18. What is the best way to check that you understood a customer correctly?

A. Repeat or confirm the key information
B. Assume you understood

C. Change the customer's request

D. Avoid asking questions

19. A customer calls and you need time to find information. What should you do?

A. Explain the wait and provide an update
B. Leave the caller without explanation

C. Hang up

D. Guess the information

20. Why should customer service staff ask appropriate questions?

A. To understand and resolve the customer's needs
B. To delay service

C. To avoid responsibility

D. To make the customer repeat everything
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ICSCAE PRACTICE TEST 01 « OBJECTIVE QUESTIONS

Objective Questions 21-25

Customer Service Assessment Standard ¢ Select the best answer. 25 QUESTIONS « 25 MINUTES

21. A customer asks for help with a service. What should you do before offering a solution?

A. Understand the customer's need
B. Make assumptions

C. End the conversation

D. Transfer the customer immediately

22. A customer says they are disappointed with the service. Which response is most appropriate?

A. “There is nothing | can do.”

B. “I understand your concern. Let me see how | can help.”
C. “You are wrong.”

D. “You should contact someone else.”

23. A customer gives you information over the phone, but you are unsure that you heard it correctly. What
should you do?

A. Guess the information

B. Confirm the details with the customer
C. Ignore the information

D. End the call

24.  Which action best supports continuous improvement in customer service?

A. Learning from customer feedback
B. Ignoring complaints

C. Repeating the same mistakes

D. Avoiding customer comments

25. A customer has a problem that you cannot resolve immediately. What should you do?

A. Explain the next steps and follow up appropriately
B. Promise anything to end the conversation

C. Ignore the problem

D. Blame another employee

Objective Section Complete

Questions 1-25 complete ¢ 25 minutes allocated
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ICSCAE PRACTICE TEST 01 « CASE STUDY SECTION

Case Study Questions

Write your own response. Use the scenario to demonstrate professional customer-service judgeme®CASE STUDIES ¢ 50 MINUTES

CASE STUDY 01 — CUSTOMER COMMUNICATION & PHONE SERVICE

Scenario

A customer calls your organization because they are having difficulty understanding a service. The customer speaks quickly and is becoming
frustrated because they feel they are not being understood.

How would you handle the call? Explain how you would use active listening, clear communication, and empathy to assist the
customer.

Candidate Response

CASE STUDY 02 — SERVICE DELIVERY

Scenario
A customer requests a service but is not completely sure which option will meet their needs. They expect the staff member to guide them and
provide an efficient solution.

How would you identify the customer's needs and provide an appropriate, customer-focused service?

Candidate Response

CASE STUDY 03 — PROBLEM SOLVING & JUDGEMENT

Scenario
A customer contacts you because a service they expected has not been completed. The customer is concerned and wants the issue resolved as
soon as possible.

How would you assess the situation, decide what action to take, and communicate the solution to the customer?

Candidate Response

CASE STUDY 04 — PROFESSIONAL CONDUCT

Scenario
A customer becomes angry and speaks disrespectfully to you after experiencing a service problem. You believe the customer's complaint is
genuine, but their behaviour is difficult to manage.

How would you remain professional, handle the customer's behaviour appropriately, and work toward resolving the complaint?

Candidate Response

CASE STUDY 05 — CUSTOMER EXPERIENCE & IMPROVEMENT

Scenario

Several customers have recently complained that a service process is confusing and takes longer than expected. You are asked to help improve
the customer experience.

What would you consider when reviewing the service, and what steps could you recommend to improve customer satisfaction and
service quality?

Candidate Response
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