Precise Fit Entry Level Customer Service
Solution (Retail / Contact Center)
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Overview

The Precise Fit Entry Level Customer Service Solution (Retail / Contact Center) is for entry-
level positions in which employees interact with customers by providing information or
carrying out customer requests related to an organization’s products or services. Sample
tasks for these jobs include, but are not limited to: interacting with customers on the
phone or in person; taking orders; solving product or service issues; and responding
positively to difficult or irate customers. Potential job titles that use this solution are:
Account Manager, Account Representative, Contact Center Representative, Customer Care
Representative (CCR), Customer Service Representative (Customer Service Rep), Customer
Service Specialist, Member Services Representative, Sales Facilitator.

JOD LEVEI e Entry-level

JOD Family/Title ..o Retail & Contact Center
Details

Average Testing TIME .....oovevereeienieeneeeee e 19 minutes

Formats Available ..o PC, Mobile

QUESEION FOIMaAt ..ocveveiiieicieeeceeeeee e Multiple Choice, Most / Least

Knowledge, Skills, Abilities and Competencies Measured

Adapts to Change: This measures the extent to which the candidate accepts and adapts
to changes without difficulty.

Controls Emotions: This measures the extent to which the candidate keeps negative
emotions under control.

Copes with Uncertainty: This measures the extent to which the candidate is productive
when roles and situations are not clearly defined.

Creates a Positive Impression: This measures the extent to which the candidate manages
their behavior to create a positive impression.

Customer Focus: This measures the tendency to show persistent enthusiasm when
interacting with customers. This trait is characterized by apologizing sincerely for
inconveniences, being patient, tolerating rude customers calmly, and searching for
information or products for customers.

Improves Own Performance: This measures the extent to which the candidate seeks
development opportunities in order to improve their own performance.
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Listens Effectively: This measures the extent to which the candidate listens patiently
and attentively.

Maintains Good Working Relationships: This measures the extent to which the
candidate puts effort into developing good relationships with others.

Shows Courtesy: This measures the extent to which the candidate is patient, polite and
respectful.

Strives to Achieve: This measures the extent to which the candidate sets demanding
goals and makes a determined effort to meet or exceed them.

Understands Others: This measures the extent to which the candidate observes and
analyzes behavior to understand others’ reactions and perspectives.

Sample Items - Mobile
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Sample Items - PC
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Sample Items - Sample Report

Canifidate bifommaton

Candidere - Tes! Candidate
Templete Selected Precise Fit Entry Lave! Cushomer Serace
Job roke: Cusiomer Sefvice Rapresanistive

Emall: Test@tesicandidate.com
Project Nama: Custamar Sendice Rep
Candidete Locationisp  Washington, DC
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Instrisctions

Thes report i= confidential and s contents are intended to assist in the predicion of an applicani's work bahavion. If you would ke morne
information about thes Intespretave report o olher products that SHL oMeds, please CONBCt your JCCoUNt epreseniatve,
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Datails
This i5 2 measure of e Endency o show persisient enthusiasm when InkEracing wilh customens, This irai
Customer Focus Is enaractensed by apologizing sinceresy fof inconveniences: belng petient. tolerating nede customers Calmly,
and searching for Information of products for Customers.
— The candidate is Wkely to be competent and courteous by communicating effectively,
30 J0 100 showing persistent enthusiasm In customer inferactlions, snd giving customers full attention.
Porcontie The candidate 1s also llkely ta lalerate rude customers calmly, find solutions for customer
82 problems, and remaln cheerfel throughout the workday.
This measures he axtent to which the candidale observes and anatyzes behaior 1o undersiand others’
stands others reaclions and pefspectives.
30 70 00
This candidate Is likely to understand the motlves, behavior and perspectives of others,
Parcantiie
74
Listens effactivaly This measures the extent to which the candidate istens patiently and attentively
g 70 100 This candidate tends to Nsten to others with minimal interruption. They try te understand
Percentlic others' polnts of view before farming an opinlon.
44
WS Thils measures e extent bo which the candidate 1= patient, polile and respaciful
courtesy pe
3!] ?||:| w00 Thnis candidate is likely to treatl most everyone with courtesy, patience, politeness and
Percentic respect.
49
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30 70 o0
Percentile
42

Creates a positive
Imprassion

30 70 100
Percentiie
an

Adapts to change

30 70 100
Percentiie
78

Copes with uncertalinty

30 70 100
Percontile

3z

Controls emotions

30 70 100
Percentiie
4B

Strives to achieve

Percentiia
3

Improves own performance

30 70 W0o
Percentiie

25

This measures the extent to which he candidate puts effort info developing good rembonships with olhers.

This candidate Is llkely to put effort Into developing good work relationships and act In
ways that will strengthen work retationships.

This measures the &xiant 1o which the candidate mans0es own DERIVICr I Créale a posiiive Impression

This candidate s more iikely to make a good first impression, dress appropriately Tor any
situation, and appear professional al all imes.

This mexsires the axient to which the candidate accepls and sdapis 10 changes without difficulty.

This candidate Is likely to feel energlzed by change and adapt thelr own approach easily
and quickly to meel new expectations.

This measures ihe extent 1o which e candidate i productive when rales and siluations are nat ciearly
defined

This candidate Is likely to remain productive when faced with amblguity In their rale.

This measures ihe axtent to which the candidate keeps nogative aemobons upder control

As with most candidates, this candidate will likely be challenged by difficult situstions and
may at imes have to work hard to hide thelr negative reactions,

This measwres the exdent 1o which the candicale sets demanding goats and makes a determined effon to
moat of excesd them.

This candidate Is llkely to set goals that are somewhat demanding but st achlevable. The
are likely lo show good effort but may tend to focus on the mosi achievabie goals.

This measuEres he extent 1o wWhich the candidate seeks development Opporunities In order 1o Improve thelr
OwWn perfarmande.

This candidate may place little emphasis on Improving thelr own performance gnd are mor
likely to pass over aopportunities for development.
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