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 Agent Excellence Exam

1.) What role as an answering service do we play?  What impression do we leave with the caller?

2.) What are some phrases you can use to avoid dead air?

3.) What is the percentage of customers who will not return to use the client’s services after a bad customer service experience? 

4.) How do you assure our client that all of the information in the message is accurate and correct? (i.e. name, phone number, and regarding) 

5.) What is a probing question?

6.) What different types of messages do we deliver?

7.) Is it important to smile when you answer a call?  Why? 

8.) What does HIPAA stand for?  Do the HIPAA rules apply to us?  Why? 

9.) How do you handle a rude and/or irate customer?

10.) What are the 4 most important qualities when answering a call?

11.) Why is it important that you never leave a message as “please call”?

12.) What should you do if you accidentally page the wrong person?

13.) Name 3 of the 6 trouble signs that you need to tell a supervisor about? 

14.) What are we to our clients?

15.) Does the account information always stay the same? (i.e. o/c information, employee contact information) Explain. 

16.) Is it better to use your own judgment rather than ask for another operator

     for help? Explain why or why not.

17.) How do we as an answering service, reflect on our clients?

18.) How would you document a hang up, automated, or no response call?

19.) What do you do if you do not know how to handle a call?

20.) Is rudeness deliberate?  Why?

21.) Why is every call important?

22.) What is call control and why is it so important?

23.) Why is it so important to read ALL the account information carefully?

24.) If you make a mistake, should you cover it up?  Why?  

25.) Do we make promises for our clients?

26.) Is there any excuse or defensiveness for mistakes?  What can you do to learn from your mistakes?

27.) Name all the ways that we deliver a message to the client.

28.) What should you do if you make a mistake?

29.) Why is every call important?

The following are true/false questions.  If the answer is false, how can you make it true?

1.) Asking for the caller’s name is a probing question?

2.) Albert Einstein was the founder of the answering service.

3.) When Julia Roberts called in, she wanted to know the price of a new heating and air unit?

4.) The only way to be sure everything is correct is to verify all the information?

5.) Even if a person’s last name is Jones, you should still verify it?

6.)  Do clients look at their answering service as being part of their company?

7.) It is ok for you to promise the caller that the client will do something?

8.) Everything always stays the same on an account.  Does anything change?

9.) In 1925, President Hoover was the first person to have a phone on his desk?

10.) Rudeness is fun, necessary, and very important to every call?
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