The Customer Service Interview – Courtesy of Userlike
Applicant name:
1
Reduce
Stress
1.
2.

Small Talk
Who have you
been in contact
with so far in the
process and what
did you discuss?

Assess
Potential
1.
Tell us about your
last job position –
what were you
doing?
2.
What did you like
about it and what
not?
3.
What were some
of the typical
problems in your
previous support
job?
4.
How do you keep
up to date with
developments in
the service
industry?
5.
How do you think
customer service
will develop over
the coming 5
years?
6.
Have you tried
our
product/service?
What are your
thoughts about it?
7.
Name some of the
most common
mistakes you see
made by service
reps?
8.
What service tools
have you used?
What do you
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like/dislike about
them?
Ask for
real
solutions
1.
The customer asks
you a deeply
technical question
that you don’t
know the answer
to. Walk us
through how
you’d respond.
2.
The customer asks
for a feature we
don’t have and
could never
implement. Walk
us through how
you would
respond.
3.
The customer is
angry because his
product broke,
and he claims it’s
because one of
your colleagues
misinformed
him/her. Walk us
through how you
would handle this
situation.
4.
The customer
suggests an
improvement to
your
product/service.
How do you
respond?
Consider
Cultural
Fit
1.
How would you
define “good
customer
service”?
2.
What are the most
important
attributes of a
service rep? Name
three and explain.

3.

4.

5.

6.
Sell the
Job
1.
2.

Should customer
service aim at
“exceeding
customer
expectations”?
Do you think
customer
problems are
better solved as a
team or by
individual efforts?
A customer has
misread the
contract, and
politely asks for
the renewal to be
reversed and for a
refund. What
would you do if
there were no
guidelines?
Do you prefer
fixed or flexible
hours?

What is important
for you in a
workplace?
Is there anyone on
the team you’d
like to meet?

