EDI QCF LEVEL 3 CERTIFICATE IN CUSTOMER SERVICE
SAMPLE QUESTIONS
1 You have been asked to recommend the most effective way of communicating monthly offers to customers. The budget that you have is very limited. Which is likely to be the most suitable method? 

A Posting monthly update newsletters 

B Email updates containing the information 

C A section on the company’s intranet page 

D Updates on a redeveloped company website 

2 A customer contacts you to ask about the services offered by your organisation. You explain the service fully using technical words to clarify your meaning. What effect could this have upon the customer? 

A He will be impressed and ask you more questions 

B He could ask you to back up your conversation by e-mail 

C He may ask to speak to someone else in your department 

D He might not understand you and feel too intimidated to return 

3 You decide to analyse the complaints received in your department over the last year. You value this feedback because? 

A It highlights who is under performing in your team and shows your manager       how well you are doing 

B It gives you the chance to correct any underlying service problems and avoid losing future business 

C It gives you the chance to identify troublesome customers and remove them from the company’s database 

D It proves to your organisation that your department is under staffed and shows the need for staff recruitment 

4 It is important to password protect the information held on your computer at work and keep anti-virus software up to date because?
A It will stop your colleagues from accessing the data 

B It will prevent unauthorised access to this information 

C It will prevent your manager from monitoring your work 

D It will protect the quality of the data while you are on holiday 21 

5 You work for a financial institution and one of the services offered is mortgage loans. Before any money can be exchanged the customer must first sign: 

A a written contract that is agreed by both parties 

B a direct debit mandate outlining the payment terms 

C a formal contract that is agreed by one of the parties 

D the company application form witnessed by the manager 
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