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SkillsUSA Customer Service SkillsUSA
OHIO OHIO
Date . Orientation 8:00 a.m.
Friday, March 13, 2026 Time (CLOSED to instructors)
. C-TEC of Licking County Contest Immediately Following
Location . . . .
150 Price Road Time Orientation
Newark, OH 43055 (CLOSED contest)
Scope of The contest involves live role-playing situations that demonstrate the ability to
Contest perform customer service skills in real world scenarios. Each contestant will be
given the same scenario(s) and the same amount of time. Total time will be
approximately 10 to 15 minutes. A scenario will likely involve multiple
situations occurring simultaneously (e.g., one customer may be engaged in a
telephone conversation with the contestant while another customer is walking
through the door for face-to-face interaction).
Please see judging rubric at the end of the document (2 pages).
Testing No
Eligibility 1 contestant for every 500 paid members
Clothing Clothing Classification Guide - CLASS A
Provided by e Professional Resume — must be typed and physically produced as a hard copy.
Contestant e Emergency Medical Form (Contestants must have this to compete)
e Pencil and ballpoint pen
e Paper (legal pad or spiral notebook)
e Calculator (nonprogrammable)
Contest Contest Skilled Performance Aligned ODE Career Field Technical
Standards Standards Content Standard Outcomes
CUS 1.0 - Demonstrate ability to Outcome 1.1 Employability Skills
communicate effectively. Outcome 1.2 Leadership and
CUS 2.0 — Exhibit professional Communications
fiemeanor and btjsmess etl.quette Outcome 1.10 Sales and Marketing
in customer service scenarios
CUS 3.0 - Solve problems
common in customer service
work.
CUS 4.0 - Act out proper telephone
operating techniques in roleplay
scenarios
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Paints TOTAL
Catapory sfrong evidenca 5-4 Accaptabis evidence 3-2 Low evidanca 1-0 Eazmad Wiedght COMMEMNT 3
Evalusted 1501 SCORE
Gresting and Introduction
Handishaie, presting, Inradicion, Onmiitbed one or v of the thee Greeting x_....___._..an_.E.._F._.n e %10
comporents. limited ar ot seen in the inlendes.
Rasohwel Se Expectyions
Iat the cusiomer's needs, Prowided | Provided a solution that masthy met [ Did not meed the ousiomess neads,
acditional information partiner! o the | custorner nesds. Prasided limited Wi
subject ratber. acdditianal information.

Taks Responsibility

Energaticaly voluraend i

Failed o voluntesr o be of

" valunbeered 1o be of assstanos. 0
asistance o the cuslomer. | 1.
3nare the Product Value
Krewledigeatile aboart ihe Possesed encugh hrerdedge to _Un_,..h__.!...m_nﬂ_ wary litths knowlados of
prechictisubject matier. asak with punchases. the: subject matter and of Rttle % no xia
aEsistance.
ConcaEm
Sherwed concern for the custormes’s Shorwed some concern far the Showed Il 1o ra concesn fiar Sie %10
wants and neads cisstormer's wanks and raeds cusstorner's wanks and rescs
Listan
Lisstered efactivaky. Ibasthy eflective ot istering. Diid not listen effesctivedy. %10
Confrol of Conversation
Iamtained control of Sie Sormewhat mainkaned cortnl of Had litthe to no contrl of the w0
corTeersation. the comersation corversation.
Good Mennera/Folitanass
Exhibited sxoelient mannens and was | Exhibits good mannens and was Sparadically exhibited good wan
palite throupbaut ot moet of the e manners and palileness
Ward Cholce
EBuctively Leed cormect, job-related Had maderabe use of corect, job- Had limited uss of camerct, job- 10
wicabulary, related wocabulary. ralaled wicabulkary,
COMpOoBUna
Iartained complets compos s Iasthy mainiained composure even | Had difficulty maintaining
e wath mullipls custormers widh mltiphe cusianmess, cormpesure with muliple xio
CLElomers
Zincare
Was sircere in theirireactions with | Was moestly sinocene in ther Was net sincers in thair *10
e customens) interactions with the customens) interactions with the customen]s)
[Retationshilp

Had & positivae relatianship with the
custormear|s).

Had & samewhat positive
relatiorsbip with the cusiomens)

FHad litthe o no positive
ralatiorsbip with the cusiomens)

_ X10




Cafagory Evaluated strong avidence 5-4 accaptabis avidencs 3-2 Low ewigance 1-0 _5_:”_ Wwalght | TOTAL SCORE |COMMENTS
(50}
Tone and Pace
Consistenty affecied an appropriate Iasthy affected an appropriate ane | Did not affect an apprapriate tone ®i0
tore and pace. arwd pace. or e,
Agk for Additional Guestions
Asked appropriale, substardal Asked a perfunciory question al Asked an irappraprests quastion ¥i0
uastians, [l ponsequence o haad no felkra-up questions
Appearance/Grooming
[Business attire, professional look Casual buskiness ifie _uu_._uru_.u__mﬁ not appeopriale
(jesane, t-shirt, sharts) X
Peraonzl Deportment
Wal-poised focepiably poised Pt posesd. x5
Zish e wers purpaselul and Geshres generally refecied a Gesh res wers distracked ar
effaction, purpass, though saomedimes they fidgaty. The student's pasture was W5
appeared rote or urmatueal, slumped and disinlerested.
Participation Points
Completahy ar el with T -
nE_u_._.nE..l_ﬁu“ beirg pushy sty angaged with the customens Mat engagad with the cusiomers. I
TOTAL POINT & [1000)
Penalties

D =50 Cloding Penalty
Do -50  Reésumé penalty
10 Tardiress Penalty
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