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SELF ASSESSMENT QUESTIONS

Read each question carefully, then select ONE correct answer by ticking the block next to the respective letter.

1. Client Service should:
 FORMCHECKBOX 

a. Apply to every employee 

 FORMCHECKBOX 

b. Apply only to management 
 FORMCHECKBOX 

c. Apply only to frontline staff and their colleagues 
 FORMCHECKBOX 

d. Apply only to face to face interactions 
2. Bad Client Service will ultimately:
 FORMCHECKBOX 

a. Negatively affect a company 

 FORMCHECKBOX 

b. Positively affect a company 

 FORMCHECKBOX 

c. Have absolutely no effect 

 FORMCHECKBOX 

d. Cause a drop in the quality of products and services 

 FORMCHECKBOX 

e. Increase the number of competitors in an industry

3. Courting refers to the initial contact with our client. 

 FORMCHECKBOX 

a. True

 FORMCHECKBOX 

b. False 
4. Every client interaction has which of the following phases?

 FORMCHECKBOX 

a. Transfer of Trust
 FORMCHECKBOX 

b. Afterglow
 FORMCHECKBOX 

c. Date Night
 FORMCHECKBOX 

d. Courting
 FORMCHECKBOX 

e. All of the above
5. Which area is not part of the Transfer of Trust phase?

 FORMCHECKBOX 

a. Communication
 FORMCHECKBOX 

b. Listening
 FORMCHECKBOX 

c. Questioning 

 FORMCHECKBOX 

d. Service delivery
 FORMCHECKBOX 

e. Identifying key factors or fears
6. Good Afterglow could lead to repeat business: 

 FORMCHECKBOX 

a. True

 FORMCHECKBOX 

b. False 

7. Key factors in the Date Night phase include:
 FORMCHECKBOX 

a. Packaging and presentation
 FORMCHECKBOX 

b. Reinforcement of the company promise
 FORMCHECKBOX 

c. Cognitive Dissonance
 FORMCHECKBOX 

d. a & b
8. The people element of Client Service refers to:
 FORMCHECKBOX 

a. The actual service provided
 FORMCHECKBOX 

b. The package in which the product is delivered
 FORMCHECKBOX 

c. The way in which we communicate with the client 
 FORMCHECKBOX 

d. Organisational guidelines for service
 FORMCHECKBOX 

e. How the service assists us in making key financial decisions
9. People who complain about service are: 
 FORMCHECKBOX 

a. Usually the complaining type
 FORMCHECKBOX 

b. A valuable source of information to the company
 FORMCHECKBOX 

c. Invariably concerned about price
 FORMCHECKBOX 

d. Looking for a discount

 FORMCHECKBOX 

e. Going to go to our competitors in the end anyway

10. The four phases of Effective Client Services could be repeated over and over again:
 FORMCHECKBOX 

a. If a client is happy with the service they are getting
 FORMCHECKBOX 

b. If we deliver the product or service on time every time
 FORMCHECKBOX 

c. If we fix any mistakes which may occur
 FORMCHECKBOX 

d. If we listen to our client’s needs
 FORMCHECKBOX 

e. All of the above
11. Which statement is not true about Client Services?

 FORMCHECKBOX 

a. Clients have other choices
 FORMCHECKBOX 

b. Clients can be fooled most of the time
 FORMCHECKBOX 

c. Clients are not stupid
 FORMCHECKBOX 

d. Clients understand the value of good service
 FORMCHECKBOX 

e. Clients like to be listened to
12. We can do nothing about the Product/Service element of our business.

 FORMCHECKBOX 

a. True

 FORMCHECKBOX 

b. False 

13. Which statement is true about Effective Client Services?

 FORMCHECKBOX 

a. Bad service can be tolerated if the quality of the product or service is good
 FORMCHECKBOX 

b. People aren’t that concerned about good service
 FORMCHECKBOX 

c. Everyone in your organisation should be giving good service
 FORMCHECKBOX 

d. Effective client services is a management function
14. Good service can lead to business growth:
 FORMCHECKBOX 

a. True

 FORMCHECKBOX 

b. False 

 FORMCHECKBOX 

c. It would depend on the actual product or service being delivered
 FORMCHECKBOX 

d. None of the above
15. The service element of Client Service refers to:
 FORMCHECKBOX 

a. The actual service that we provide to our clients
 FORMCHECKBOX 

b. The inanimate part of the transaction
 FORMCHECKBOX 

c. A tangible item only, something like a set of Financial Statements
 FORMCHECKBOX 

d. A piece of financial advice relevant to your business
 FORMCHECKBOX 

e. a & b
16. Clients who have long-term contracts with us:

 FORMCHECKBOX 

a. Need not be courted anymore as that phase is no longer necessary
 FORMCHECKBOX 

b. Should never be taken for granted
 FORMCHECKBOX 

c. Are clearly happy with our service offering 
17. Which of the following may be perceived by a customer as taking them for granted:
 FORMCHECKBOX 

a. Missing deadlines or not keeping promises
 FORMCHECKBOX 

b. Asking clients to complete documentation timeously
 FORMCHECKBOX 

c. Delivering important documents to clients via a courier service
 FORMCHECKBOX 

d. Changing pricing structures without advising clients first
 FORMCHECKBOX 

e. a & d
18. Long-term relationships are:
 FORMCHECKBOX 

a. In place as a result of many years of effective client services
 FORMCHECKBOX 

b. Should be guarded jealously and well looked after
 FORMCHECKBOX 

c. A large cost saving to a company
 FORMCHECKBOX 

d. all of the above

19. Some of the more common mistakes made with regards to customers are:
 FORMCHECKBOX 

a. Assuming they are not knowledgeable about our services
 FORMCHECKBOX 

b. Assuming they will stay loyal
 FORMCHECKBOX 

c. Assuming they will tolerate poor service delivery if we have a contract 
 FORMCHECKBOX 

d. All of the above
20. We can assume that a customer is satisfied with us if:
 FORMCHECKBOX 

a. They never complain or criticise us
 FORMCHECKBOX 

b. They pay all their accounts timeously
 FORMCHECKBOX 

c. They sign long-term contracts with us 
 FORMCHECKBOX 

d. We should never assume anything
 FORMCHECKBOX 

e. We deliver on time all the time
ANSWERS
	Question
	Answer

	1
	A

	2
	A

	3
	A

	4
	E

	5
	D

	6
	A

	7
	D

	8
	C

	9
	B

	10
	E

	11
	B

	12
	B

	13
	C

	14
	A

	15
	E

	16
	B

	17
	E

	18
	D

	19
	E

	20
	D
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