



Sample Situations (circle one)
A customer mentions that they are selling the business.  Do you

   1)  Ask when the sale is set to close and get the new owner information

   2)  Ask if it is going through escrow and get the escrow information

   3)  Ask who will be responsible for the liabilities

   4)  All of the above

   5)  Number 1 and 3

While discussing a delinquent balance, the customer mentions that he recently filed a bankruptcy.  Do you

1) Tell him you will call back after you talk to your manager

2) Continue making a payment plan with smaller payments

3) Ask for the file number, date and location filed

4) Cease collection activity and notify your manager

5) Number 3 and 4

The Credit Manager is out of the office and an order comes through for immediate shipment but it exceeds your authority limit.  Do you

1) Ask the CFO or owner for approval

2) Ask your co-worker what to do

3) Release the order and hope for the best

4) Wait for the Credit Manager to return tomorrow

5) Number 2 and 3

A customer calls to find out where a credit was used.  The answer is not clear.  Do you

   1)  Tell them you need to call them back

2)  Send the call over to your manager

3)  Make something up

4)  Research it till you have a clear understanding

5)  Number 1 and 4

The business telephone number has been disconnected and you call the owners home to collect the outstanding balance.  His brother answers and tells you that the owner is not home.  Do you

1) Leave your name, company name and telephone number

2) Ask if there is another number where the owner can be reached

3) Tell the brother that you are calling about an outstanding balance

4) All of the above

5) Number 1 and 2

A customer calls cursing at you because he didn’t get the order he placed.  Do you

   1)   Tell him not to curse at you and hang up, send him to the manager if he calls back

   2)   Let him vent, ask him gently not to curse, and then explain that you want to help in any way you can 

          and ask probing questions about the situation.
3) If he cannot calm down, offer to have the manager call him back

4) None of the above

5) Number 2 and 3

