
Q.  Rajesh, you have just received a call from an angry customer. They are upset that their 

payment has been declined whilst they were shopping with friends. They advise you that 

this is the third time the card has been declined in the last three months. Please rank the 

following possible responses:
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1. Listen to the customer and unblock the card. Then ask if there is 

anything else you can help the customer with today?

2. Apologise to the customer for the inconvenience caused and confirm 

that you will look at this straight away for them. On reviewing the 

account, you can see that the card is currently blocked. You follow 

the process to unblock the card and confirm to the customer that 

this has been unblocked for them. You then ask the customer 

whether there is anything else that you can help with.

3. Listen to the customer and put them on hold. Whilst they are on hold 

you go and make yourself a quick drink as you are thirsty. You then 

come back to your desk, follow the correct process and confirm that 

the card is unblocked. You then en

4. Apologise to the customer for the inconvenience and tell the 

customer you will put them on hold whilst you look at the account. 

Once on hold you follow the correct process. You go back to the 

customer and tell them it has all been done for them and end the

call.
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X

X

1
Most ineffective

The most inappropriate 

action for the situation

2
Ineffective

A poor action for the 

situation

3
Effective

A reasonable action for 

the situation

4
Most effective

The most appropriate 

action for the situation

Rank:

Key:  Expected answer  Maximum score  Partial score      X Zero score

OVERVIEW

Designed to assess an individual’s ability to prioritise the most appropriate response to a 
customer’s requests in a customer focused Call Centre setting. Candidates are presented  
with a series of scenarios and a list of possible responses to rank according to which response 
they believe would be most ineffective to the most effective for the given situation. 

Candidates are presented with 10 questions to complete in 15 minutes. The candidate’s 
responses are automatically marked and a point is awarded for each correctly ranked response 
to a maximum sum of four for each question. Skipped questions or those that are not taken 
will result in no point being awarded.

TEST DETAILS

COMPLEMENTARY TESTS:     CALL CENTRE BASIC  |   CALL CENTRE ADVANCED  |   READING COMPREHENSION  |   PHONETIC ALPHABET

SAMPLE QUESTION SKILLS MEASURED

• Reasoning

• Customer Service

• Etiquette

PRACTICE  
TEST AVAILABLE

15 MINUTES
ALLOWED

13 MINS AVERAGE 
COMPLETION TIME

RANDOMISED 
PRESENTATION

10 QUESTIONS 
IN POOL
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