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Why not give the following  quiz to every employee that interacts with your customers and or vendors.  It can also prove valuable giving it to employees who do not interact with customers but deal with other employees on a regular basis.  It will give you an idea of their understanding and application of some of the critical issues, concepts and techniques that have a daily impact on their performance and your success as an organization.  If you feel your employees would benefit from an in-depth custom in-house customer service training program, please give me a call.  I will be happy to discuss with you a custom curriculum for your staff. Please call me if you would like the answers to this quiz.

Other quizzes are also available on the following topics:


Management ( Relationships (  Sales 

( Happiness ( Success ( Motivation

See the end of this quiz for contact information to request other quizzes.

Name__________________________________________________________________

1. Who is responsible for customer service in an organization:___________________________

2. The customer is always right:  True/False.

3. The most important thing customers want is:_______________________________________

4. The customer is not an interruption in your:________________________________________

5. The customer is the reason:_____________________________________________________

6. A complaining customer is a valuable:____________________________________________

7. Upset customers deserve:______________________________________________________

8. The customer signs:___________________________________________________________

9. Effective listening is the most important skill when dealing with customers:  True/False. 

10. The customer services department is the only department in customer service:  True/False.

11. When a customer complains, the first thing you should do is tell them what you will do to 

       correct their problem:  True/False.

12. There are times when it is OK to interrupt a customer:  True/False.

13. It isn’t necessary to follow-up on a corrected customer service problem:  True/False.

14. Most customers today do not feel appreciated:   True/False.

15. Over commitment is one of the biggest mistakes people make when dealing with customers:  

      True/False.

16. All customers, regardless of their size or importance, deserve equal treatment:  True/False.

17. Your fellow employees are also customers:  True/False.

18. The three most important things customers want are:  to be understood, cared about and 

       listened to:  True/False.

19. An employee’s attitude is their most valuable customer service tool:  True/False.

20. Smaller customers deserve:____________________________________________________

21. If an employee is unhappy they will tend to treat customers:__________________________

22. It is important to know about your competitors because:_____________________________

23. A lack of product knowledge on the part of an employee can cause the customer to:

_____________________________________________________________________________

24. You should keep in touch with all customers regardless of their position:  True/False.

25. Employees should be graded on their customer service skills:  True/False.

26. Contacting the customer after a sale or problem resolution encourages:_________________

27. It is OK to deviate from the policy manual when dealing with certain customers and/or 

       certain customer problems:  True/False.

28. It is a good idea to share customer service problems with other employees.  True/False.

29. Rate the following from the customers perspective in terms of importance from 1-7:

      Quality - Price - Service  - Terms - Company reputation  - delivery - convenience.  

30. How important is it to be ‘customer friendly’ with your policies:______________________

31. Policies on returns, back orders, wrong shipments, late deliveries are important to the 

      customer because:___________________________________________________________

32. You can never overcome a customer’s previous bad experience:  True/False.

33. You should always go the extra mile for a customer:  True/False.

34. It is important to understand the customers business:  True/False.

35. Customers are your companies most valuable asset:  True/False.

36. Technology is making it:  more difficult  easier to satisfy customers.

37. Rate the following customer complaints in terms of frequency:

      Employee indifference -  Lack of knowledge - Inconvenience  - Lack of responsiveness

      Poor employee attitude -  Unprofessional image or conduct. 

38. What are the biggest things customers dislike:_____________________________________ 

39. Selling and customer service are the same in many ways:  True/False.

40. A smile is one of the most important things you can do to make the customer comfortable:  

      True/False.

41. You should treat the customer like you would want to be treated:  True/False.

42. All customers are basically the same when it comes to behavior:  True/False.

43. Customer problems are really a positive thing:  Always -  Never – Sometimes  It depends.

44. You should never argue with a customer:  True/False.

45. Customer loyalty today depends on:_____________________________________________ 

46. The ability to communicate effectively is very important when dealing with all types of 

       customers:  True/False

47. How would you rate your customer service attitudes and skills:

      Excellent  -  Good  - Fair  -  Poor.

48. How does your organization compare to other companies in your industry when it comes to 

      customer service:  Better than  - About the same  -  Worse than.

49. How would you rate your organization on its customer service over all:

      Excellent  -  Good  -  Fair  -  Poor.

50. How do you think you did on this quiz:  Excellent  - Good  -  Fair  -  Poor.

SCORING

     50 correct answers……….You should be giving the quiz. 

45-50 correct answers……….You have a good understanding of effective customer service.

40-45 correct answers………. I would be happy to deal with you.

35-40 correct answers………..You are on the right track.  Keep learning and growing.

30-35 correct answers………..You are about average when it comes to customer service.

30 or less correct answers……You might want to select another career.
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