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Name:      _

(For manager use only)
Results: ____________________

Date:      
[Fill out the answers to the best of your knowledge]

1. Prior to opening the office each morning, what must be done?

a.      
b.       
c.      
d.      
2. When closing each evening, what must be done?

a.      
b.      
c.      
           d.      
3. How many sales packages should be on hand and when are they prepared and minimum?

     
4. If you receive rent from a property that is under eviction what should you do?

     
5. If at rent time, there are more than 2 people in line what should you do?

     
6. If you need to leave your desk for any reason, what should you do?

     
7. What is the procedure when a leasing call comes in?

     
8. What should you do if just late fees are paid without rent?

     
9. How many times maximum should the phone ring before answering?

     
10. Should you get involved in the call other then to get the person’s name that is calling and the reason for the call?
     
11. What needs to be worked on daily?
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12. When is it ok to be rude or hang up on a caller?
     
13. When a caller is irate, are they angry with you?

     
14. How can you reduce the caller’s anger?

     
15. What is the first step in the ASAP technique?
     
16. Approximately what percentage of the time will you actually spend working on the caller’s problem?

     
17. What do you spend the remaining percentage of the time doing?

     
18. What is the 2nd step in the ASAP Technique?

     
19. After you acknowledge and empathize, what is the next step?

     
20. What does the “P” stand for in the ASAP technique?

     
21. How can you show the caller you are prepared to help?

     
22. What is one technique that can help diffuse the caller’s anger?

     
23. You can satisfy most people most of the time. What should you do when you can’t?

     
24. What can you do if someone uses abusive language?

     
25. What is the most important part of the “swear stopper”?

     
26. Why?

     
27. What’ next after “excuse me”?

     
28. How can you take control?

     
29. What must you always avoid on a compliant call?

     
30. During a complaint call, are you the target or the lighting rod?

     
31. What is the customer really unhappy about?

     
32. If you are just mouthing words, what will the caller think?

     
33. When you handle a complaint call well, how should you feel?

     
Test Answers
1. a. Check voicemail, turn phones on

b. Check drop box

c. Turn on TV’s
d. Turn on Radio
2. a. Turn off phones

b. Turn off TV’s

c. Follow closing checklist
d. Turn off Radio
3. 25, every two weeks

4. Don’t accept the rent and have accounting assist.
5. Ask for assistance from your team

6. Inform you’re a teammate so they can cover

7. Transfer call to leasing
8. Use a late fee receipt not a rent receipt unless it was paid with rent

9. No more than 3 times
10. Never
11. The Filing
12.  Never
13. No, they are upset with the problem

14. By using the ASAP technique

15. Apologizing and acknowledging the caller’s feelings

16. 20%

17. Massaging their feelings

18. Empathize with the caller

19. Accept 100% responsibility for the call

20. Prepare to help

21. Re-introduce yourself and suggest you can be of help

22. Using the caller’s name

23. Refer the call to your supervisor

24.  interject “excuse me” I can handle your issue but not the abusive langue. 
25. To get their attention

26. Take control of the conversation. Repeat the fact that you can start to help the situation

27. Stay pleasant and firm

28. Excuse me or by the way
29. “I’m not going to help you”

30. Lighting rod

31. The problem

32. You are disinterested or insincere

33. Good about yourself because you just handled a very difficult complaint call for your company.
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