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Hypothetical questions and answers in call center

Hogan Style Personality Test

I. Read sach of the 266 statements and choose the one that describes you best
2 Thiere are nd “right™ or "wrong™ answers
1 Answer honestly - donl try to give an answer just because il seems like the right thing 1o say

4 Dontt spend 100 much time thinking over any one gquestion — usually the first answer that comes
b miind i the o you should ¢hisod e

§. Answar ¢very question - do not skip any

6. Try to give a decisive answer Choose the neutral answer option only when neither the positive or the negative
direciions suit you

T_ Thete is no time lmidt for the test but it should take approximately one hiouwr

When taking this test for the first time it is absolutely vital that you answer exactly as you would have when
applying for a job. This will allow us o give you the best feedback and train you properly.




Best Interview Answers
to

"How would
your co-workers
describe you?”

'y

In your interview answer demonstrate your self-insight, your
perceptiveness and your understanding of your pasitive qualities.

Select adjectives that relate directly to your work performance and
are aligned with the competency requirements for the job
opportunity. Good resources for preparing your answer include past
performance reviews, references and feedback you have received.

"l believe my co-workers would describe me as energetic and hard
working. | have a reputation for getting things done and they often
comment on the long hours | put in,

My strong organizational skills have been recognized in my performance
reviews, | have been given a number of complex passignments with tight
deadlines and | completed these accurately and ahead of time."

"My colleagues have commented on my professionalism and reliability. |
am always on time for every shift and | can be relied on to
accurately complete all the tasks given to me. | am the first person they

ask when they need help, they know | am willing to take on extra work and
to assist wherever | can.”

OO O O O N T B R RN O O O O T R I R

"My co-workers have told me that they admire the way | stay calm and

focused when dealing with difficult customers. They have commented on
my positive attitude and professionalism. At times they have passed along
a tough customer for me to deal with, knowing that | am happy to help and
enjoy the challenge of sorting out the problem" i
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say they have never been puzzled or can only give examples when other team or colleague has given the final answer. Even a very junior candidate can have previous retail experiences to draw on.Good to draw on.Good Share detailed examples from your experiences and will be can answer follow-up questions on those examples. In the answers, A™
you need to listen to specific and true stories of past service experiences. How did you handle it and how would you handle it today? Observing how someone interacts with the outside world will speak volumes about their SA© awareness and personal motivations. A person who can't be bothered to say A¢ 4¥Please pray "e A¢ a¥ThanksA¢ a¥~ a
person who should be in the business of making other people Happy.get Real answers from ReferencesReferences can be a valuable component of the interview process if handled properly. Questions 13-15 Measuring a capacity of candidates to solve problems A¢ 4¥ "an ability invaluable that can be always improved. The best candidates will be able
to walk through their approach to situations where they did not immediately have an answer. 10. How would you define good customer service? Tell me about the situation and the outcome. What is next book I should read? Why did you choose that ability, and how did you learn it? 22. There is no™ ability greater for customer service employees than
the capacity communicate clearly and with the appropriate level of detail. The first five questions on our list help you find candidates who share your underlying beliefs about the role of customer service play in an organization. Search for candidates who can only describe a single communication approach; They can be too inflexible. 2. Think
creatively, establish a system, then stick to it. Tell me about a time when a customer was reporting a technical problem that you didn't know the answer. Listen how they listen to ACTIVAN ASTENISHER A" a prepared problem solver. You can describe a time in did you have to say no to an important customer request? If that's it, how? (Note: leave out
A¢ 4 & in order to give them the possibility to answer or completely miss the opportunity.) Describe a negative interaction you had in a customer service situation with a different company. How did you hear about our company? They surprise no one, they won¢AAAt surface an ability to thrive under pressure, and their limited framing begets limited
answers. I encourage managers to take potential support hires out for coffee. If a candidate carefully addresses each point you¢AAAve asked them to discuss, that means they¢AAAre an engaged and sincere listener. Have you ever dealt with an unreasonable customer? 5. Give a specific instance and explain how you handled it. Seeing how they react
speaks volumes about how they will handle real-life situations ¢AAA and will help you avoid wasting time and energy hiring the wrong person.23 customer service interview questions to ask candidatesAsk every candidate the 23 customer service interview questions below to get the information you need to hire top talent. What are you better at today
than you were this time last year? Can you tell me about a situation with a customer when there wasn¢AAAt a clear policy to use and you needed to make a judgment call? Can you tell me about a customer who you found difficult to understand and how you approached that interaction? What appeals to you about this role? Even good candidates will

struggle to shine in a bad interview.The best interviews are not strict question-and-answer sessions; they¢AAAre structured conversations that draw out candidates¢AAA attitudes, strengths, and challenges.Try not to rush to fill the silence; it¢AAAs okay to let your candidates sit quietly before they answer a question. Why?¢AAA Is their response
charming, or does it fall flatter then an "N/A" reply in a written interview? Throw a ¢AAAzag¢AAA into your interviewsBoilerplate questions don¢AAAt reflect the reality of support. Ask a question that has nothing to do with the product: ¢AAAWho¢AAAs the most under-appreciated in some story? 13. In your past work, have you ever received negative
feedback from a client? Because it is necessary to evaluate their ability to break down complex ideas into relational and easily understandable steps; one of the most fundamental supporting skills. I'm paying close attention to how they describe the actions of others; You want them to blame someone else hard but objectively assess the situation and
how they tried to solve it.These questions encourage candidates to share a relevant anecdote in the workplace, but they also require them to tell a story in a coherent and narrative way.Why is this subtext so important? You know what you consider a great service; Does your candidate have the same expectations?Valid candidates will be able to
explain why customer service is important to a company and give clear examples of good and bad service. 17. Have you ever bent the rules in assisting a client? What'’s the best customer service you’'ve ever received?Questions 16-18 are designed to measure candidates' communication skills. 3. Sure, it can be a challenge to have a direct conversation
with a person who has been handpicked to provide a glowing review, but the right attitude (and some good questions) will go a long way.Help Scout alum Ivana Flodr refined her technique to a couple of particularly revealing questions. Can you give me an example of a situation where there were significant issues with your product/service and you
had to respond without having all the answers yet? When responding to a customer, how do you decide what information to include and what to exclude? The last five questions on our list are designed to measure candidates' attitudes and approaches to work.These questions give you the opportunity to figure out what a candidate will be like working
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