Customer Service Representative Guide

PSP Metrics uses a whole-person approach to identify candidates who will be successful
Customer Service Representatives, across critical roles and industries.

Manufacturing Construction Energy & Utilities

e Customer Service Assistant e Client Support Specialist o Utility Customer Service
e Manufacturing Customer o Customer Service Representative
Service Representative Associate o Customer Energy
e Customer Service e Field Customer Care Consultant
Technician Specialist e Customer Experience
Specialist

The candidate experience begins with a short job preview to help candidates decide if the role fits
what they're looking for and help you avoid costly, early turnover.

Help customers with questions or problems.

Stay calm and professional, even when customers are

Responsibilities upset.
Follow company policies when finding solutions.

Keep accurate record of each interaction.

Handling back-to-back inquiries.

Dealing with frustrated or emotional customers.

Challenges

Adapting to frequent changes in procedures or systems.

Staying focused during reptitive tasks.

Helping people and making their day better.

Rewards Learning problem-solving skills.

Being part of a supportive team.
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Customer Service Representative: Candidate Experience

Work Knowledge, Skills, & Abilities

Logical Reasoning: Analyzing information
to identify patterns and draw conclusions.

Attention to Detail: Accurately identify
errors, inconsistencies, or subtle
differences in information.

Work Behaviors

REVIEW INSTRUCTIONS Core Behavioral Tendencies: Resilience,
eledasserstiiig 1o Cooperation, Analytical Orientation,
e At Positive Attitude, Energy, Discipline,
Assertiveness, Sociability, and Frustration

Tolerance.

YES NO

Work Situations

Situational Judgment: Evaluating
challenging scenarios involving Customer
Service, Problem Solving, and Adaptability.

Work History

Past Performance: Demonstrated history

— of strong job performance.

a Professional Reliability: Dependable
attendance and schedule adherence.

Career Stability: Consistent employment

with low tenure risk.




Customer Service Representative: Deep Talent Insights

Overall Fit & PRINT

13 OverallFit AVERAGE

Indicates an overall likelihood of success on the job. Can be used to pricritize candidates and is NOT an average of the Competency Fit results
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Roll-up scores help you quickly identify

£33 Career Stability (STRONG ) Professional Reliability (WEAK candidates with a higher likelihood to

Demonstrates dependable attendance and adherence to work

schedules. succeed.
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Demonstrates consistent employment history and low tenure

They work more slowly than others and prefer not to be rushed. They are goal-oriented and self-directed. They make decisions quickly. not spending
as much time analyzing. They can lead or follow, but in either situation, they will likely speak up so others can hear their opinion. Having a lot of social
interaction on the job is not required. They prefer to work independently. They stay calm and focused, even when things get stressful. Megative
feedback doesn't bother them, and they use it to learn and improve. They are open-minded, easy to work with, and adaptable to others' ideas

Trusting others comes easily. and they have a positive cutlook,

They may struggle to sort through information and reach loegical conclusions in unfamiliar or complex scenarios. When facing tasks that require close

attention, they show a reasonable level of accuracy, though occasional oversights may occur in more complex or repetitive work.
Competency Fit & PRINT

Customer needs are generally a priority to them. They provide good service most of the time but can vary depending on the situation. When
@ Provides insight into job-specific areas for further exploration, as needed

presented with complex situations. they show a reasonable approach but may not always make the best decision when there's ambiguity. Changing
circumstances are handled effectively. They adjust their approach as needed and remain productive in dynamic environments

f;:} Service & Collaboration WEAK

Delivers on customer expectations while being professional. collaborative, and supportive with coworkers and customers.
Accepls feedback. stays positive. and supports others under pressure

B8

o 5

(%) Problem Solving | WEAK

CO m petency i nSig htS 0 n jO b'S peCifiC Uses data and critical thinking to adapt to change. solve problems. make sound decisions. and drive high performance
areas to understand candidate strengths ——.
and opportunity areas to probe.

[ Quality AVERAGE

Shows strong attention to detail. focus on accuracy, and consistency in work output

Interview Guide & PRINT

@ Use the questions to learn mere about job-specific areas, as needed. Compare candidate responses to the indicators to evaluate

@ Service & Collaboration = WEAK

Delivers on customer expectations while being professional. collaborative, and supportive with coworkers and customers. Accepts feedback

stays positive, and supports others under pressure.

) Job-related interview questions

to learn more about specific
Caigtions competencies.

1. Tell me about a time you worked closely with a classmate, coworker, or customer to resolve a difficult issue. How did you handle it?

2. Give an example of supporting a classmate, coworker or customer during a high-pressure situation. What was the outcome?

Candidate responses are
e compared to indicators, allowing
you to make consistent, objective
ratings, across candidates.

Negative Indicators Positive Indicators

Resists feedback or becomes defensive and dismissive, s Treats others with respect. patience. and understanding.
even in dificult situations.
Prioritizes personal preferences over team or customer

neeads. (+) Accepts feedback and takes action to improve performance.
Reacts emotionally. disengages. or shifts blame under Remains calm. solution-focused, and collaborative under
prassure. prassure.

Ineffective Minimally Effective Effective Highly Effective Exceptional



Customer Service Representative: Workforce Upskilling

Drive targeted upskilling and professional development for your new hires or existing workforce.
Results provide actionable feedback for leveraging strengths and improving opportunity areas.

Development Insights & PRINT

D Based on the assessment, results are categorized along with tips for leveraging strengths and improving in opportunity areas,

Work Behaviors

Energy | DEVELOPING STRENGTH

Likes to have breaks in the action. Gets things done but doesn't feel the need to be constantly working at a fast pace

Tips:

« Keep Tasks Visible: \Write down or ke

ep a mental list of your top 3-5 tasks for the day/shift. Checking them off as you go keeps you
focused and motivated, especially during busy periods

« Find Your Flow: When possible, group smaller tasks together ta maintain focus and rhythm. Using natural pauses in the workday to reset
vour attention can help you stay steady and productive,

Discipline (@edailag]

Values quality of work. Goal-oriented, self-directed, conscientious. and structured

Tips:

+ Focus on What Matters Most: Spend effort on the tasks that make a big difference. Ask yourself: “Is this the most impartant thing right
now?” This helps you use your attention where it counts,

« Own Process Improvements: Spot ineffic

encies in processes and suggest better ways of doing things. This turns your careful approach

into a strength that benefits the organization

Work Knowledge, Skills, & Abilities

Logical Reasoning | DEVELOPING STRENGTH

Usually identifies the key details and makes reasonable conclusions, though consistency can vary.

Tips:

Use the What's Missing Technique: \When reviewing information, ask: “What's missing®” This helps uncover gaps and improve
conclusions

Practice Pattern Recognition: Look for patterns in problems, equipment behavior, or proc

issues. Moticing repeated issues or trends

helps you make smarter sicns and predict outcomes more accurately,

Attention to Detail OPPORTUNITY

When facing tasks that require close attention, is less likely to be focused on detail, which can impact the quality of work

Tips:

+ Highlight Key Information: Underline or mark important numbers, facts. or steps when reading work documentation. This keeps your
focus on what matters most and helps

prevent oversights

+ Ask for Feedback: Invite a coworker or manager to review your work and point out any missed details. Learning what to watch for helps
you sharpen your focus over time

Work Situations

Service @l TG

Customer needs are a top priority. Stays professional and handles issues with care

Tips:
+ Anticipate Needs: Look for patterns in requests or challenges your team or customers face, and offer solutions before they ask. This

shows initiative and builds trust in your reliability.

= Align Service with Business Goals: Make sure your helpfulness is driving results. Ask yourself, "How does this support our team’s

priorities or

the company’s mission?” and adjust your efforts accordingly.



