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OVERVIEW

Designed to test an individual’s ability to extract key information from a 
sample of text. Candidates are shown a variety of question styles including 
true or false statements and multiple choice questions. At all levels, 
candidates are required to read the text and answer questions. At Core  
and Professional levels, the text length and complexity of the language 
used is increased.

Candidates are presented with 6 questions to complete within 15 minutes. 
The candidate’s responses are automatically marked. A point is awarded  
for each correctly answered question. For some questions, multiple 
answers may be required, the sum of these answers will result in one point 
awarded for the question. Skipped questions or those that are not taken 
will result in no point being awarded.

Sample question 
Core level

FUNDAMENTAL
In this test candidates are required to read the 
text and then answer the questions by directly 
referencing information from within the text.

A candidate taking the Fundamental level of 
a test is expected to have subject knowledge 
aligned to a foundation level GCSE graduate. 

CORE
In this test candidates are required to lookup key 
information from multiple paragraphs across the 
text and candidates may be required to make 
inferences from analysing the written text  
as a whole.

A candidate taking the Core level of a test is 
expected to have subject knowledge aligned 
to a higher level GCSE graduate.

PROFESSIONAL
In this test candidates are required to answer 
questions from analysing the text as a whole  
and making conclusions based on that analysis. 
This test builds on Core by increasing the 
quantity of text provided and increasing  
the complexity of the vocabulary used. 

A candidate taking the Professional level of a test 
is expected to have subject knowledge aligned  
to an A-Level graduate. 

TEST DETAILS

PRACTICE  
TEST AVAILABLE

15 MINUTES
ALLOWED

10 MINS AVERAGE 
COMPLETION TIME

6 QUESTIONS 
PRESENTED

120 QUESTIONS 
IN POOL

READING  
COMPREHENSION TEST

Calum, please read the following text and answer the question which follows. 

Answer the question according to only the information contained within the text.

Increase Staff Retention in Call Centres

Without doubt, competition for business in today’s economic climate is increasing.

Call Centres, like all firms continue to focus on key areas to stay ahead of the game. However, 

winning the business is only the springboard to commercial success. It is staff training, quality

of leadership and the retention of effective employees that can put a business head and 

shoulders above the rest.

The ability to identify skills, knowledge gaps and to deliver focused training will naturally boost 

confidence and subject knowledge. If the Call Centre operator is suitable equipped with the 

right skills, they can have the confidence to be flexible in their communication style.

Call Centre Operators need and deserve constant support and training to underpin their

knowledge base. A Call Centre is a constantly changing environment. A flexible and adaptive 

programme to assess knowledge and training needs is important to achieve business goals. 

Regular online questionnaires can effectively assess and deliver training.

In the past, Call Centre Operators may  have been required to respond with scripted material. 

In today’s challenging environment, they need to be highly skilled and flexible individuals that 

can adapt to each customer’s needs.

It is important to be receptive to the innovative training tools available. Call Centres that put 

training and retention of staff at the top of their agenda will be more likely to retain talented 

staff.

Source: Increase Staff Retention in Call Centres” Call Centre Monthly n.d.: 53. Print edition.

Q.  Calum, which statement best summarises the main purpose of the article? 

 
(Only one answer provided is correct from the choices available)

 To highlight the need for training and retention of employees in Call Centres.

 Evaluate the areas for improvement in the Call Centre industry to develop for future 

growth.

 To create a basis for an active forum of discussion for professionals within Call Centres 

to communicate effectively with each other.

 Highlight the key points from a recent speech at an exhibition attended by key members  

of the Call Centre industry.
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