EDI QCF LEVEL 2 CERTIFICATE IN CUSTOMER SERVICE
SAMPLE QUESTIONS
1 The best way for a business to promote their services nationally is to:

A use experienced staff to cold call customers 

B place an advertisement in regional newspapers 

C arrange a leaflet drop to every household in the UK 

D employ a call centre to cold call customers on their behalf 
2 Organisations can encourage repeat business from their customers by providing: 
A loyalty discounts 

B cheaper discounts 

C bulk purchase discounts 

D regular stock promotions 
3 A cost effective way to inform your customers of monthly discounts would be to: 
A organise a leaflet drop 

B call every customer in person 

C send them a marketing e-mail 

D post a letter to their home address 
4 A member of staff in your team is always happy to share the workload and often helps you out when you are struggling to meet a deadline. This person could otherwise be described as: 
A a hard worker 

B a lone worker 

C a team worker 

D a group worker 
5 You purchase a pair of shoes from a retailer but after one week the sole starts to split. The retailer is legally obliged to give you a refund under which act? 
A The Sale of Goods Act 1979 
B The Return of Goods Act 1975 

C The Consumer Affairs Act 1971 

D The Trades Description Act 197321 

EDI LEVEL 2 CERTIFICATE IN CUSTOMER SERVICE 
SAMPLE QUESTIONS 
MARKING SCHEME 
____________________________________________________________________________________________ 
Question Key 
1 A 

2 A 

3 C 

4 C 

5 A
