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• Opportunities and Challenges
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Strategic HR and recruiting professional with demonstrated experience in talent acquisition, employee relations, 
performance management, employee programs and HR systems. Talent acquisition partner and sourcing expert with 
primary focus on identifying talent to fill open positions. Effective in obtaining exceptional results from all recruitment 
methods. Consultative business partner to department managers on recruitment strategies, retention, employee relations 
and training and development.
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Customer ServiceCustomer Service

• What it is –
• It is the act of taking care of the customer's needs by providing and delivering 

professional, helpful, high quality service and assistance before, during, and after 
the customer's requirements are met. 

• Promptness
• Politeness
• Professionalism
• Personalization

• What it isn’t –
• It isn’t following policy and procedure to the letter or having a “so what” attitude.
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Customer Service is crucial to these:Customer Service is crucial to these:
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Customer Service Key TraitsCustomer Service Key Traits

• Communication
• Active Listening
• Speaking –

• oral comprehension and expression 
• speech clarity

• Accuracy
• Attention to detail
• Problem solving
• Critical thinking
• Strong interpersonal skills
• Ability to manage stress/conflict
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• Service minded
• Strong work ethic
• Informed
• Resourceful

How can you tell?How can you tell?

• Create scenarios:
• What answers would be 

acceptable?

• Ask questions that will provide 
insight into their previous 
experiences.

• Create scenarios:
• What answers would be 

acceptable?

• Ask questions that will provide 
insight into their previous 
experiences.

Illinois workNet – Starting your Business Series                                                          http://www.illinoisworknet.com/startup  8



7/14/2015

5

Questions to Ask During an InterviewQuestions to Ask During an Interview

• Why are you interested in this position?
• Define customer service.
• What are 2-3 qualities of a successful customer service employee? Why?
• What steps do you take when you don’t know the answer to a customer’s 

question?
• What are your strengths and weaknesses?
• Tell me about a time you went above and beyond to help a customer.
• Tell me about a time that you helped resolve a particularly difficult customer issue.
• Talk about a time when you were unable to help the customer with their problem 

– what was the issue and how did you handle the situation?
• How would your references describe you?
• What motivates you?
• What type of situations are you most confident handling?
• Why would you be a good fit for our company as a customer service rep? What 

can you offer?
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How to coachHow to coach

• Try positive feedback.
• What did they do right?
• What can they change to become better?
• How might they accomplish that?

• View competitor’s customer service.
• Role play situations.
• Provide adequate training on strategies, products, and all 

options. Is the person empowered to make things right?
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RewardsRewards

• Meeting Key Performance Indicators
• Daily
• Weekly
• Monthly
• Quarterly
• Semi-Annually
• Annually
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Source: http://nelson-motivation.stores.yahoo.net/ne15watoreem.html

QuestionsQuestions
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How may I help you?


