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Customer Service

SkillsUSA

SkillsUSA

OHI O OHI O
Date Orientation 7:30 a.m.
February 21, 2025 Time (CLOSED to instructors)
Location Delaware Area Career Center | Contest Immediately Following
4565 Columbus Pike Time Orientation
Delaware, OH 43015 (CLOSED contest)
Scope of The contest involves live role-playing situations that demonstrate the ability to
Contest perform customer service skills selected from the list of competencies below.

Each contestant will be given the same scenario(s) and the same amount of
time. Total time will be approximately 15 to 20 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
communicate effectively.

CUS 2.0 — Exhibit professional
demeanor and business etiquette
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

Outcome 1.1 Employability Skills

Outcome 1.2 Leadership and
Communications

Outcome 1.10 Sales and Marketing
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TOTAL
Category strong evidence 5-4 Acceptable evidence 3-2 Low evicence 1-0 Eamed | Weight SCORE COMMENT $
Evaluated (5-0)
Greeting and Infroduction
: Omitted one or two of the three Greeting and introductions were
» grecing. | | components. lmited or not seen in the nieniew. X10
?ﬂwﬂ Expectmons
Met the customer’s needs. Provided | Provided a sclution that mostly met | Did not meet the custarmess needs.
additonal information pertinent to the | customer needs. Provided limited X10
Take Responaibliity
Energetically volunteered teir lolunteered 1o be of assstance. ahedia i be of X20
azistance 10 the customer stanoe
Share the Product Value
4 i P litthes b of
Krowledgeabie sbout the Py enough s ge to mec vty
. 4 the subject matter and of ite % no X10
1 with purchases.
productsubject matter. axist vath pi N
Concern
Showed concern for the customer’s Showed some concern for the Showed Ietie 10 no concern for he X10
wants and needs customer's wants and needs customer’s wants and needs
Listen
Ustened effectively. Mostly effective at istening Did nct listen effectively. X10
Control of Conversation
Mantained control of he Somewhat maintainad contral of Had little to no contral of the X20
conversation, the comversation corversation
Good Mannera/Politenaes
Exhibited excellent manners and was | Exhibits good manners and was Sporadically exhibited good X10
polite throughout. polite most of the time. manners and palilensss
Word Cholce
Effectively used correct, job-related Had moderate use of comrect, job- Had limited use of correct, job- X10
vocabulary. related vocabulary. relsted vocabulary.
Composure
L i re Mostly maintained compoesure even | Had difficulty mantaining
even with multiple customers. with muftiple customess. composure with mubiple X10
customers
Sincers
Was sincere in their inferactions with | Was mostly sinoere in thesr Was not sincere in their X10
the customer(s) interactions with the customer(s) interactions with the customer(s)
Had a positive relationship with the Had a someahat positive Had lithe to no positive X10
customer(s) relaticnship with the customer(s) relaticnship with the customer(s)




Catsgory Evaluated Strong evidence 54 Acceptable evidence 3-2 Low evigence 1-0 Points Weight |TOTAL SCORE |COMMENTS
(5-0)

Tone and Pace

Cersistently affaciad an appropriate Mostly affected an appropriate Sone | Did not affect an appropriate tone

tone and paoe. and pace. or paoe
Agk for Additional Questions

Asked appropriate, substanteyd Asked a perfunciory question of Asked an inspproprasie question X10

questions. Itfhe corsequence or had no fellowup questions.
Appearance/Grooming

" : " General attire not appropriate
sness attire, professional look. Casual

T = e . (jeare, t-shirt, shorts) X10
Personal Deportment

Wel-poised Acceptatly peised Not poisad X5

Gestires were purposefd and Gestires generally refecied a Gestires were dstracied or

efiactive. purpose, though somesmes they fidgety. The student’'s posture was X5

ppeared rote or unatural, slumped and dsinterested.

Participation Points

Comgpletely engaged with the

Egﬁa.v.!.gn 8"6 pustry Mostly engagad with the cusiomers. Not engagead with the cusiomers. xz0

TOTAL POINT § (1000)

Clothing Penalty

0 Résumé penalty

10| Tardness Peraity

FINAL SCORE




