PAGE  
1

[image: image1.jpg]TEAM
SNUG



Agent Excellence Exam-A

Section I

1.  a.
What are ATSI’s Please / Thank you requirements? ________________________


     b.
Why?_____________________________________________________________

2. 
What is the call ready position?________________________________________

_________________________________________________________________

3.  a.
A negative call center experience can directly effect our customer’s business.
True / False.  Why or why not? ______________________________________

_________________________________________________________________

     b.
A positive call center experience can increase our customer’s business. True/False


Why or why not? ___________________________________________________

_________________________________________________________________

4.
What is a probing question? __________________________________________

_________________________________________________________________

5.
All calls are confidential.  True or False

6.
Circle the negative phrases in the examples below:


a. I don’t know


b. The Dr. keeps his own schedules


c. He’s not here


d. She will check her messages later today


e. Mr. Ward has that information
f.  I can’t help you

g. Mrs. Smith really likes to speak personally to her clients.

7.
Out of the examples you circled above, pick one and explain why it is negative?


_________________________________________________________________

_________________________________________________________________

Section II

8.  
What are important qualities when answering a call?


a. ______________________

b._____________________


c. ______________________

d._____________________

9.
Rudeness is (circle all that apply):


a.  fun




b. deliberate


c.  necessary



d. important

10. 
Why is spelling accurately important? ___________________________________

__________________________________________________________________

11.
Why should you never leave a message with just “Please call?”


__________________________________________________________________

__________________________________________________________________

12.
What should you do when you make a mistake (circle all that apply):


a. tell a supervisor ASAP

b.  forget about it and move on


c. make excuses


c.  acknowledge the mistake

13.
Why is EVERY call important (circle all that apply)


a. it can save property


b. it can save a life


c. it gives good and bad news

d. it might be someone famous


e. it keeps business moving

f.  it can secure jobs

Section III:

14.
How do you handle frustrated callers (circle all that apply):


a. yell at them



b. cry


c. sympathize



c. take it personally

15.
How do you handle our frustrated customers (circle all that apply):


a. accept the blame and apologize
b. have a supervisor research it


c.  cry




d. stay calm and composed

16.
Why is call control so important? ______________________________________

__________________________________________________________________

17.
What should you ask when one of our customers calls to tell us they are going out 


of town or will be unavailable?


__________________________________________________________________

__________________________________________________________________ 


18.
How do you take a message for your call center employees?


__________________________________________________________________

__________________________________________________________________

19.
Why is attendance so important?


__________________________________________________________________


__________________________________________________________________

20.
Unless otherwise directed by individual clients, we are never supposed to give out


phone numbers.
True / false

21.
We can give out the messages we take to anyone who requests them.  True / false

Section IV:

22.
When calling an on call’s residence, how many times should you let it ring? ____


What message should you leave? ______________________________________


__________________________________________________________________

23.  
Dispatching to voice mail: what message should be left?


__________________________________________________________________


__________________________________________________________________

24.  
What to do when you page the wrong person?


__________________________________________________________________


__________________________________________________________________

25.
What is dispatching to advise?

__________________________________________________________________

__________________________________________________________________

26.
Why is it so important to read the account (circle all that apply):


a. entertainment


b. changes often


c. to reduce mistakes


d. to study for the weekly quiz

27.
You should always document what you did when you called a cell or residence.


True / False

28.
If a name is unisex like Tracy, Terry, Jean, etc., you should always specify the gender when dispatching or relaying the message.  True / False
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