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Answer Key for AGENT EXCELLENCE 

1.) We act as a 24-hour receptionist to a wide variety of businesses and we leave lasting impressions on their customers. 

2.) Say, “One moment please” verify caller information, or ask probing questions.

3.) 63%

4.) By verifying all information.

5.) A question designed to obtain more information from the caller than the prompts ask for.

6.) We deliver good and bad news, deliver life-threatening emergency calls, and give the caller a piece of mind.

7.) A smile can be heard in the tone of your voice. 

8.) Health Insurance Portability And Accountability.  Yes, since we handle medical calls, the same rules apply to us as with other medical facilities.

9.) By staying calm and sympathizing with them.

10.) Good Articulation, A smile, Moderate Speed, and Warm Tone of Voice.

11.) Because that leaves our client with a blind message and they will not know why they are calling.

12.) Page them again and let them know you paged them by mistake and ensure them that the correct person has been paged.

13.) Wavy screens, dead air when you answer, static on the line, fast busy when you dial out, several alpha page failures, and noisy fan from the computer.

14.) We are an extension of their business.

15.) No, the information in accounts often changes daily.  That is why you should always read all the information in the account.

16.) No, a shared decision is always better.

17.) We build their reputation.  We are the link between the client and the caller when the client is not available.

18.) In the message slip, you should document as such.

19.) Ask a supervisor or ask for another operators help

20.) Yes.  Because you have a choice in what you say.  Rudeness is a choice.

21.) Keeps a company in business, secures jobs, and saves lives.

22.) Keeping the call moving in the same direction, only lasting as long as needed to obtain the proper information. It keeps the clients cost down, allows us to handle more calls, and helps us give our clients better service.

23.) To reduce mistakes and to be aware of the account changes.

24.) No, because if you don’t correct the mistake, it could cause us to lose a client.   

25.) No, we only tell the caller what we as the answering service can and will do. 

26.) No, acknowledge your mistake and learn form it.

27.) Voicemail, E-mail, Alpha page, fax, and we verbally deliver the message to the clients

28.) Tell a supervisor or lead operator as soon as possible.

29.) Because every message that we take is a product sold and reflects on our company.

True/ False 

1.) False – A probing question is asking other information that the prompt does not call for.

2.) False – Alexander Graham Bell (1876)

3.) False – She was inquiring about an attached 2-car garage door.

4.) True

5.) True

6.) True

7.) False – we only tell them what we can do.

8.) False – Sometimes information changes daily

9.) True

10.) False – Rudeness is deliberate
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