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Assessment Solutions Incorporated

Developmental ResearchDevelopmental Research
■■ Site visits to existing clients interviewed Site visits to existing clients interviewed 

managers and observed/interviewed emanagers and observed/interviewed e--repsreps

■■ Reviewed eReviewed e--mails from those companies to mails from those companies to 
determine types of requests receiveddetermine types of requests received

■■ Incorporated past work on telephoneIncorporated past work on telephone--based based 
customer service & sales positionscustomer service & sales positions

■■ Identified required competenciesIdentified required competencies

■■ Identified typical situationsIdentified typical situations



Assessment Solutions Incorporated

Required CompetenciesRequired Competencies
■■ Service Orientation Service Orientation (using pleasantries, (using pleasantries, 

expressing empathy, expressing commitment, offering expressing empathy, expressing commitment, offering 
additional service)additional service)

■■ Information Provision Information Provision (addressing issues, (addressing issues, 
providing alternatives, tailoring, providing thorough providing alternatives, tailoring, providing thorough 
information, explaining actions)information, explaining actions)

■■ Communication Communication (positive tone, concise, use of (positive tone, concise, use of 
appropriate grammar and sentence structure, well appropriate grammar and sentence structure, well 
organized communications)organized communications)

■■ Keyboarding Skills Keyboarding Skills (accuracy, speed)(accuracy, speed)

■■ Sales Orientation Sales Orientation (identifying opportunities, (identifying opportunities, 
tailoring recommendations)tailoring recommendations)



Assessment Solutions Incorporated

Typical Contact TypesTypical Contact Types
■■ Request for Technical Support  Request for Technical Support  (Rep must (Rep must 

provide stepprovide step--byby--step instructions, and recommend step instructions, and recommend 
additional products)additional products)

■■ Product/Service Inquiry Product/Service Inquiry (Rep must provide (Rep must provide 
information, recommend appropriate products and information, recommend appropriate products and 
influence to purchase)influence to purchase)

■■ Question About an Order Question About an Order (Rep must interact (Rep must interact 
effectively; research records, provide information)effectively; research records, provide information)

■■ Request to Cancel Service Request to Cancel Service (Rep must interact (Rep must interact 
effectively, attempt to reeffectively, attempt to re--sell and provide information)sell and provide information)

■■ Billing Inquiry Billing Inquiry (Rep must interact effectively, (Rep must interact effectively, 
research records, provide information)research records, provide information)



Assessment Solutions Incorporated

Development of Contact ScenariosDevelopment of Contact Scenarios
■■ Developed context within which scenarios Developed context within which scenarios 

would occur (GPS company)would occur (GPS company)

■■ One practice, five rated scenariosOne practice, five rated scenarios

■■ Scenario consisted of 5 to 9 interactionsScenario consisted of 5 to 9 interactions

■■ Interaction consisted of 1 statement and 4 to Interaction consisted of 1 statement and 4 to 
5 rep responses5 rep responses

■■ Interaction measured 1 of 4 competenciesInteraction measured 1 of 4 competencies

■■ Fifth competency, Keyboard Skills, measured Fifth competency, Keyboard Skills, measured 
through data entry requirements of scenariothrough data entry requirements of scenario



Assessment Solutions Incorporated

Evaluation of Rep ResponsesEvaluation of Rep Responses
■■ SMEs (9 ASI assessors and psychologists)SMEs (9 ASI assessors and psychologists)

■■ Rated extent to which to which each Rated extent to which to which each 
response demonstrated effective behavior on response demonstrated effective behavior on 
the competency in question (1 to 5 scale)the competency in question (1 to 5 scale)

■■ Used average SME ratings to identify 3 Used average SME ratings to identify 3 
responses from each set of rep responsesresponses from each set of rep responses

■■ Responses selected to represent range of Responses selected to represent range of 
performance (low, moderate and high)performance (low, moderate and high)



Assessment Solutions Incorporated

Finalizing Test ContentFinalizing Test Content
■■ Created background information describing Created background information describing 

the company and products/services soldthe company and products/services sold

■■ Developed reference materials (product Developed reference materials (product 
information, procedures, customer account information, procedures, customer account 
records, list of authorized service centers)records, list of authorized service centers)

■■ Instructions to accompany the practice Instructions to accompany the practice 
contactcontact

■■ Recorded scripts (two contacts conducted in Recorded scripts (two contacts conducted in 
voice mode)voice mode)



Assessment Solutions Incorporated

Customization AvailableCustomization Available
■■ REPeValuator designed to be “offREPeValuator designed to be “off--thethe--shelf” customer shelf” customer 

service assessment toolservice assessment tool

■■ ASI will develop customized tool for use within a ASI will develop customized tool for use within a 
specific organization/industry groupspecific organization/industry group

■■ Customization can include:Customization can include:
●● ContextContext
●● number and nature of contactsnumber and nature of contacts
●● modes of interacting with customermodes of interacting with customer



Assessment Solutions Incorporated

Current ClientsCurrent Clients
■■ Currently used by 12 client organizationsCurrently used by 12 client organizations

■■ Client organizations are in the following industriesClient organizations are in the following industries
●● High TechnologyHigh Technology
●● Financial ServicesFinancial Services
●● Home Improvement ServicesHome Improvement Services
●● Office FurnitureOffice Furniture
●● PharmaceuticalsPharmaceuticals
●● Staffing/Temp AgenciesStaffing/Temp Agencies




