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Question No : 1 

Attitudes and assumptions that we make about people are:  

 

A. A good first impression of customers.  

 

B. A common barrier to communication.  

 

C. Useful when selling to customers.  

 

D. Likely to help with product placement.  

 

Answer: B  

 

 

Question No : 2  

Many organizations have something called a USP. This means they have a:  

 

A. Unique sales position.  

 

B. Unique selling point.  

 

C. Unique sales pitch.  

 

D. Unusual service product.  

 

Answer: B  

 

 

Question No : 3  

When you are busy and you answer the phone, if you immediately and politely tell the caller that you are 

very busy and you will ring them back later, then you are:  

 

A. Ignoring a potential customer.  

 

B. Using a good time management technique.  

 

C. Likely to get in trouble with your boss.  

 

D. Letting the caller know how hard you work.  
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Answer: B  

 

 

Question No : 4  

Email communication is effective because it is:  

 

A. Suitable for global markets.  

 

B. Expensive.  

 

C. Not possible to trace.  

 

D. None of the above.  

 

Answer: A  

 

 

Question No : 5 

When a product or service has not been differentiated in the market place then it is best to use:  

 

A. A quick sales strategy.  

 

B. A differentiated targeting strategy.  

 

C. A market segment.  

 

D. An undifferentiated targeting strategy.  

 

Answer: D  

 

 

Question No : 6  

It is important to give an internal customer a good customer experience because:  

 

A. They are more important than external customers.  

 

B. They are equally as important as external customers.  

 

C. They are more likely to complain than external customers.  

 

D. They are more likely to be a returning customer.  

 

Answer: B  
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Question No : 7  

Many organizations have something called a USP. This means they have a:  

 

A. Unique sales position.  

 

B. Unique selling point.  

 

C. Unique sales pitch.  

 

D. Unusual service product.  

 

Answer: B  

 

 

Question No : 8 

If possible, the first time a customer comes into a shop you should ensure that:  

 

A. They purchase something.  

 

B. You find out their name.  

 

C. Customer information is collected.  

 

D. You make sure they are in the correct shop.  

 

Answer: C  

 

 

Question No : 9  

A customer who is very results focused and direct would be classed as an:  

 

A. Authoritative type.  

 

B. Amiable type.  

 

C. Assertive type.  

 

D. Analytical type.  

 

Answer: C  

 

 

Question No : 10  
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Which of the following is the most important reason for getting customer feedback:  

 

A. To improve the overall customer experience.  

 

B. To be seen to be responsive to customers.  

 

C. To establish a customer database.  

 

D. To improve sales.  

 

Answer: A  

 

 

Question No : 11 

A person who is always keen to tell you what they have done and the difficulties they have had to 

overcome is known in customer service:  

 

A. As a time waster.  

 

B. As a chronic complainer.  

 

C. As a recognition seeker.  

 

D. As a time watcher.  

 

Answer: C 

 

 

Question No : 12  

Multitasking is:  

 

A. Doing things in sequence.  

 

B. Doing more than one task at a time.  

 

C. Only for people in busy jobs.  

 

D. Doing one task and the doing another.  

 

Answer: B  

 

 

Question No : 13  
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Face-to-face communication is the most effective way of communicating with customers to get:  

 

A. Instant feedback.  

 

B. A quick response.  

 

C. An idea of how much they have to spend.  

 

D. Their address.  

 

Answer: A  

 

 

Question No : 14  

An undifferentiated targeting strategy is used when a product or service has:  

 

A. Not been differentiated in the market place.  

 

B. Been selected been specially developed for a particular market segment.  

 

C. More than one customer segment.  

 

D. No price difference attached to it.  

 

Answer: A  

 

 

Question No : 15 

It is important to give an internal customer a good customer experience because:  

 

A. They are more important than external customers.  

 

B. They are equally as important as external customers.  

 

C. They are more likely to complain than external customers.  

 

D. They are more likely to be a returning customer.  

 

Answer: B  

 

 

Question No : 16  

A common barrier to communicating with customers are the:  
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