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QUESTION NO: 1

When establishing standards of customer service it is helpful if they are specific, time bound and:
A. Measurable.

B. Achievable.

C. Realistic.

D. All of the above.

ANSWER: D

Explanation:

“All of the above.” is correct because effective customer-service standards should collectively follow the SMART approach:
they need to be specific, measurable, achievable, realistic, and time-bound. Specificity makes clear what level of service is
expected, such as the type of response or outcome a customer should receive. Measurability supplies an observable
indicator—such as response time, resolution rate, or satisfaction score—so that performance can be monitored consistently
and improvement can be evidenced. Achievability and realism ensure that the standard is practical in light of available
people, skills, systems, authority, and demand. This matters in customer service because an unachievable commitment can
undermine trust and create avoidable pressure rather than improving the customer experience. Finally, a time-bound
element establishes when the service should be delivered or reviewed, enabling timely follow-up and accountability. Used
together, these characteristics turn a general intention to provide good service into a usable, controllable standard that staff
can understand and customers can reasonably expect. The SMART framework is widely used for setting clear performance
objectives; see Association for Project Management: SMART objectives and UK Government Customer Service Manual.

QUESTION NO: 2

If it is not possible to establish personal communication with a customer face-to-face then the next best method is:
A. Email.
B. Letter.
C. Phone.

D. Leaflet.

ANSWER: C

Explanation:

Phone. is the next best method because it retains the essential qualities of personal communication when a face-to-face
conversation cannot take place: immediate two-way interaction, active listening, clarification, and an opportunity to respond
with empathy in real time. A service representative can hear the customer’s tone, assess urgency or uncertainty, ask follow-
up questions, and adapt the conversation as new information emerges. This makes it possible to build rapport and resolve
many issues during one interaction, while also confirming that the customer understands the agreed outcome and next
steps. Effective customer service depends on communication that is responsive, clear, and tailored to the individual
customer’s situation. A telephone conversation supports these goals more closely than an asynchronous or impersonal
communication channel because both parties can exchange information directly and promptly. This aligns with customer-
service guidance that emphasizes accessible support channels and human interaction for addressing customer needs; see
Cisco’s overview of customer service and the ISO 10002 customer-satisfaction and complaints-handling standard.
Therefore, where direct in-person contact is unavailable, speaking by phone is the strongest alternative for maintaining a
personal service experience.

QUESTION NO: 3

A service level agreement is used to:
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A. Define the level of service that will be provided.
B. Set the price of every product sold.
C. Identify the organisation’s competitors.

D. Replace the need for customer feedback.

ANSWER: A

Explanation:

Define the level of service that will be provided. is correct because a service level agreement, often called an SLA, sets
out agreed service expectations between a provider and customer or internal customer. It may include such measures as
hours of availability, response times, resolution targets, responsibilities, and escalation arrangements.

A clear SLA helps both parties understand what service can be expected and provides a basis for measuring performance. It
supports effective expectation management because customers know the timescales and standards against which the
service will operate. See Atlassian’s SLA overview for further information on service-level agreements.

QUESTION NO: 4

A customer who is an Amiable Type would typically be classed as:
A. An authoritative and informed customer.

B. Unlikely to make a purchase.

C. Someone who often comes in to chat and not buy.

D. Talkative and interested more in opinion than facts.

ANSWER: D

Explanation:

“Talkative and interested more in opinion than facts.” is the best classification for an Amiable customer in the commonly used
customer social-styles model. Amiable people are generally relationship-oriented, cooperative, patient, and motivated by
trust and personal rapport. Their communication tends to be warm and conversational, and they commonly value
reassurance, the views of people they trust, and a comfortable decision-making process. Consequently, a service
professional should build rapport, listen carefully, allow adequate time for discussion, and present recommendations in a
friendly, non-pressured way.

The phrase “interested more in opinion than facts” should be understood as a preference for people-focused information and
trusted recommendations rather than an absence of interest in product information. A helpful adviser can therefore combine
clear facts with testimonials, examples of how others have benefited, and supportive guidance tailored to the customer’s
circumstances. This approach reflects the social-styles principle that effective communication adapts to the customer’s
interpersonal preferences. For background on behavioural communication styles, see Indeed’s overview of the Social Styles
Model and DISC Profile’s introduction to behavioural styles.

QUESTION NO: 5
Customer service standards should be SMART ones. Which of the following are NOT SMART ones:
A. Specific.
B. Achievable.
C. Reliable.
D. Time bound.
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ANSWER: C

Explanation:

Reliable. is the correct choice because reliability is not one of the components represented by the SMART framework.
SMART standards provide a practical structure for defining service expectations in a way that can be understood, delivered
consistently, monitored, and reviewed. The acronym stands for Specific, Measurable, Achievable, Relevant, and Time-
bound. A customer-service standard should therefore state precisely what is to be delivered, include a way to assess
performance, be realistically attainable, relate to customer and business needs, and specify the applicable timeframe. For
example, a standard such as “respond to customer enquiries within one business day” can be measured against recorded
response times and reviewed for compliance. Reliability is certainly a desirable quality of customer service: customers
benefit when an organization performs consistently and dependably. However, it is a service-quality characteristic rather
than a SMART criterion. Using SMART wording helps service teams turn broad aspirations into accountable operational
commitments and supports ongoing performance management. Further guidance on framing objectives with the SMART
model is available from Atlassian’s SMART goals guide and the Mind Tools SMART goals overview.

QUESTION NO: 6

The most common time wasting activity is:
A. Personal disorganisation.

B. Frequent interruptions.

C. Excessive socialising.

D. Being indecisive.

ANSWER: B

Explanation:

Frequent interruptions are the most common time-wasting activity because they repeatedly break concentration and prevent
work from progressing in a sustained, planned way. An interruption can be a walk-up request, phone call, message
notification, email alert, or an unplanned query from a colleague or customer. Although each event may appear brief, the
total impact includes both the time spent responding and the time needed to recover focus, recall the task context, and
resume productive work.

In customer-service environments, interruptions are especially common because staff must remain responsive while also
completing follow-up actions, recording information, and managing priorities. Good time management therefore includes
agreeing appropriate communication channels, setting clear expectations about urgency, scheduling focused work where
practical, and recording requests so they can be handled in priority order. These practices protect attention without
compromising service. Guidance on managing attention and reducing distractions is available from the Mind Tools guide to
managing interruptions, while the importance of focused work and limiting context switching is also discussed in the Harvard
Business Review.

QUESTION NO: 7
Customer expectations:

A. Should always be met.

B. Can sometimes not be met.
C. Can rarely be met.

D. Are never likely to be met.

ANSWER: B
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Explanation:

Customer expectations can sometimes not be met. Expectations are shaped by a customer’s previous experiences, stated
needs, urgency, and assumptions about what an organisation can provide. In real service situations, factors such as product
availability, policy limitations, delivery disruption, technical faults, or a request outside the agreed service scope may prevent
the exact expectation from being fulfilled. Effective customer service therefore includes identifying expectations early,
communicating clearly about what is achievable, and taking appropriate action when a gap arises.

Where an expectation cannot be met, the customer-service professional should explain the situation honestly, avoid making
promises that cannot be kept, offer realistic alternatives where possible, and agree clear next steps. This approach helps
maintain trust and supports a fair, transparent customer relationship. It also reflects the principle that customer satisfaction is
linked to how customers perceive whether their requirements and expectations have been addressed. The ISO overview of
quality management identifies customer focus as a core principle: ISO 9001 Quality Management. Guidance on handling
service complaints and using feedback to improve service is also available from ISO 10002: Quality management—
Customer satisfaction—Guidelines for complaints handling.

QUESTION NO: 8

If a colleague enters your office unexpectedly and you are sat at your desk, then a time management technique which
should lead to a shorter interruption is to:

A. Stand up and greet them and do not sit back down.
B. Remain seated and ignore them.
C. Ask them to leave and come back later.

D. Explain you are very busy.

ANSWER: A

Explanation:

“Stand up and greet them and do not sit back down.” is the appropriate technique because body language helps establish an
expectation that the interaction will be brief. Standing to welcome a colleague is courteous and acknowledges them without
creating an unnecessarily hostile or dismissive tone. Remaining standing also avoids the physical and social cues
associated with settling into a longer conversation, such as sitting together at a desk or turning fully away from the task being
performed. This makes it easier to address the immediate purpose of the visit, agree any necessary next action, and bring
the interruption to a natural close. Managing interruptions is an important part of personal effectiveness: unplanned
conversations can fragment attention and reduce the time available for planned, priority work. The technique preserves a
professional, service-oriented relationship with the colleague while setting a subtle boundary around the available time.
Guidance on effective time management similarly stresses identifying and controlling interruptions so that important work can
be completed as planned; see Mind Tools: Minimizing Workplace Distractions and the Atlassian guide to time management.

QUESTION NO: 9

When dealing with Internal customers you must:

A. Make sure you have dealt with external customers first.

B. Apply the same level of service as external customers receive.
C. Ensure that you obtain payment details.

D. Check that they have authority to purchase.

ANSWER: B

Explanation:
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“Apply the same level of service as external customers receive.” is correct because internal customers—such as colleagues,
teams, or other departments—depend on timely, accurate, courteous support to perform their own roles effectively.
Customer service principles apply across the organisation: identifying needs, communicating clearly, managing expectations,
taking ownership, and following through on agreed actions. Treating internal requests as a lower priority can create delays,
errors, and poor handovers that ultimately affect the organisation’s ability to deliver for its external customers. Consistent
service standards also promote trust and productive working relationships between departments, making it easier to resolve
issues and meet shared business objectives. The Institute of Customer Service describes customer service as the
experience delivered through an organisation’s people, processes, and systems, which necessarily includes the service
relationships that enable employees to serve end customers. Similarly, the Chartered Institute of Personnel and
Development emphasises the importance of positive employee experience and effective internal support in organisational
performance. Applying comparable professionalism and responsiveness to internal and external customers is therefore an
essential customer-service practice. See the Institute of Customer Service and the CIPD guidance on employee

engagement.

QUESTION NO: 10

Good time management recommends that if you are busy and someone rings you then you should:

A. Ignore the phone call and let it ring.

B. Answer the phone and ask them to ring you later at a more convenient time.

C. Answer the phone and immediately and politely tell them that you are very busy and you will ring them back later.

D. Answer the call and deal with it as you know you will eventually have to deal with it.

ANSWER: C

Explanation:

“Answer the phone and immediately and politely tell them that you are very busy and you will ring them back later.” is the
best time-management practice because it combines responsiveness with control of priorities. A brief answer acknowledges
the caller promptly and avoids leaving them uncertain about whether contact has been noticed. By clearly stating that the
current task requires attention and committing to a callback, the employee protects focused work time while maintaining a
professional and customer-oriented service experience. This approach also establishes an expectation that the caller’s issue
will be handled, rather than merely postponing it without ownership.

Effective time management includes minimising interruptions, communicating availability clearly, and scheduling follow-up
actions so that important work can be completed without losing requests from customers or colleagues. The callback
commitment should be recorded or acted on at an appropriate time, ensuring that the interruption is managed rather than
forgotten. This reflects the service-management principle of clear communication and agreed expectations, which supports
customer satisfaction and dependable service. Guidance on managing workplace interruptions and prioritising focused work
is available from Mind Tools: How to Manage Interruptions, while the importance of managing customer expectations is
reflected in AXELOS ITIL guidance.

QUESTION NO: 11

The use of the internet for communicating with customers is:
A. A 24/7 way of gathering customer information.

B. Inexpensive to use.

C. Quickly communicates with customers.

D. All of the above.

ANSWER: D

Explanation:
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“All of the above.” is correct because internet-based customer communication provides all three stated operational benefits.
Online channels, including websites, customer portals, web forms, email, chat, and social platforms, can remain available
outside normal business hours. This gives customers a continuous way to find information, submit requests, and share
feedback or service details, while allowing the organization to collect and manage that information for follow-up. Digital
communications also support rapid delivery: a business can publish updates immediately, respond through messaging tools,
and make consistent information available to many customers at once. Compared with many traditional one-to-one
communication methods, internet channels can reduce the cost of distributing information and handling routine enquiries,
particularly when self-service content and automated acknowledgements are used appropriately. The value is not simply the
technology itself; it is the ability to provide accessible, timely, scalable service while maintaining clear processes for
response, privacy, and escalation. Guidance on effective digital customer service and self-service is available from
Salesforce’s customer self-service overview, and the importance of making online services accessible is described in the
W3C accessibility introduction.

QUESTION NO: 12

An undifferentiated targeting strategy is used when a product or service has:
A. Not been differentiated in the market place.

B. Been specially developed for a particular market segment.

C. A product with more than one customer segment.

D. No price difference attached to it.

ANSWER: A

Explanation:

“Not been differentiated in the market place.” is correct because an undifferentiated targeting strategy, often called mass
marketing, treats the market as a broadly similar whole rather than tailoring separate offerings to distinct customer segments.
The organization presents one product or service proposition to the entire market, relying on common customer needs and a
consistent marketing mix. This approach is appropriate when meaningful differences between prospective buyers are limited,
when a single offering can satisfy the predominant need, or when the efficiencies of standardized production, distribution,
and promotion are important. In this context, the product or service is not positioned through distinct variations for particular
segments; instead, it is marketed in a uniform way to reach the widest feasible audience. The key idea is therefore the
absence of marketplace differentiation in the offer and targeting approach, rather than any individual feature such as price.
Marketing texts describe undifferentiated strategy as selecting the whole market as the target and using a single marketing
mix. See OpenStax, Segmentation and Target Marketing and Coursera, Undifferentiated Marketing.
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