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Overview

The Precise Fit Entry Level Technical Support Solution is for entry-level positions in
which employees provide technical assistance to computer users in a contact center
environment. Sample tasks for these jobs include, but are not limited to: answering
questions or resolving computer problems for clients in person, via telephone, or
electronically, providing assistance concerning the use of computer hardware and
software, including printing, installation, word processing, electronic mail, and operating
systems.

Potential job titles that use this solution are: Computer Specialist, Computer Support
Specialist, Computer Technician, Desktop Support Technician, Help Desk Analyst, Help
Desk Technician, Information Technology Specialist (IT Specialist), Network Technician,
Support Specialist and Technical Support Specialist.
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Details

Average Testing TiMe ..ot 18 minutes

Formats Available ..o PC, Mobile
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Knowledge, Skills, Abilities and Competencies Measured

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.

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.

Demonstrates Empathy: This measures the extent to which the candidate is aware of
others’ needs and extends a helping hand.

Generates New Ideas: This measures the extent to which the candidate creates
innovative approaches.
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Maintains Good Working Relationships: This measures the extent to which the
candidate puts effort into developing good relationships with others.

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

Thrives Under Pressure: This measures the extent to which the candidate keeps things
in perspective and stays calm and focused when under pressure.

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

Works Autonomously: This measures the extent to which the candidate works well
without supervision or engaging others.
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Sample Items - PC
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Sample Items - Sample Report
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Imstructions

T report = confdentiat and iis contents are ntended toassist i the prediction of an appicant's work benaviorn. T you would Bke more
Information about this Intenpretive repont o otrer products that SHL offers, please Contact your AcCoun! representative.
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This = a maaswe of tho terdaency (o stow persistent anthusiism whan inberacling wilh customars. This iralt

ts charadlenzed oy apolagiiing snoeney forinconveniences; being patlent; toéerating rude customers calmiy;
and searching for INfomation o Products fof CUsixmers

The candidate will ususlly meet custemer needs and solve basic problems. However,
ne/sne may ase semetimes intemupt of al (0 pay atlenton WNen Cuslomers SpeaK. The

candidate may alsa forget te give customers specla Informaiion, or fall to communicate
clearly with customers.

This maasures ihe exlznt to which the candidate works wall withou supanésion or engaging others

Thiz candldeta 15 lkaly to work Indapandentiy with Ilmited supsrdcian, and ok athers far
help only after trylng to ressive the siteation on thelr own.

Thls measures e extent to wiich the candidaie obsarves and analyres behavior o undersiand others’
reactions and perspecives.

Tnis candidate &5 likely to understand the motives, behevior end perspecilves of others.

This measures the extent to which ine candidate is aware of others' needs and exlends & helping hand.

TS candidEte lends W QenuInely Care aloul people, recogn@e when ey need suppoil,
and freely provide neip.
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Controls emotions
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This measures ihe extent to which ine candidale puts effart Info ceveloping good redationsnips with otners.

This candidate is likely to place a priorty on thelr working relationships and put effort Into
malntalning these relatlonships over time.

This meEsUres the extent o which the canddate Testes Innoyatve Spproaches

This candidate Is [Ikely to suggest some novel end Imagnative Ideas when presented the
oppertunity to do so.

This measures the extent 1o which tae candidate 's productive when roles and =sihuatlons are not dearly
defned,

This candldate Is llkely to deal confidently with ambigulty and maintain productivity when
clear directlon Is not avaliable

This measures the extent 1o which Be candidate keeps things in perspective and stays calm and Iocused
WHED UNGeT prEsSUre.

This candidate may be able to stay productive whan work pressures [ncrease, and have an
B3siEr ime remaining calm wnen under pressure.

This measures ihe extent to which e candidate keeps negative enotions under controd

This cendidate is likely to be abie to contain and contiroi negative emotions In difficult
situztions, and avold emotional displays.

This measures the exient to which the cendidate sets demanding goals snd makes & determined eflodn to
meet of excesd them.

This candidate Is lkely to set goals that are somewhat demanding but st achleveble. They
are lkely to show good effort but may tend to focus on the most achlevable goals.
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