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OVERVIEW

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

SKILLS MEASURED:  CUSTOMER SERVICE  |  PRIORITISATION  |  REASONING | ETIQUETTE  

RETAIL CUSTOMER SERVICE SCENARIO BASED TEST (QID:02240)

Q: A colleague is new to the store and is finding it difficult to remember how 

the till works when processing an exchange. You have shown them on two 

ocassions, but the colleague is still asking each time a customer requires this 

action. What action do you take?

A: Advise the colleague you have shown them before how to do it. Ask them what 

they don’t understand as you cannot keep showing them.

B: Offer to help whilst the customer is present. Once the action has been taken 

advise the colleague to ask their line manager for training. 

C: Take over from the colleague and process the exchange whilst the colleague 

serves other customers. 

D: Go over to the colleague’s till and greet the customer, advise you 

        will assist with the exchange. Provide step by step help to 

              
    your colleague. 


