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Introductory Message 

To the facilitator: 

Welcome to the T.L.E. – Wellness Massage Grade 10 Self-Learning Module 

(SLM) on the Effective Customer Service! 

This module was collaboratively designed, developed and reviewed by 

educators both from public and private institutions to assist you, the teacher or 

facilitator in helping the learners meet the standards set by the K to 12 Curriculum 

while overcoming their personal, social, and economic constraints in schooling.  

This learning resource hopes to engage the learners into guided and 

independent learning activities at their own pace and time. Furthermore, this also 

aims to help learners acquire the needed 21st century skills while taking into 

consideration their needs and circumstances. 

In addition to the material in the main text, you will also see this box in the 

body of the module: 

 

 

 

 

 

 

As a facilitator you are expected to orient the learners on how to use this 

module. You also need to keep track of the learners' progress while allowing them 

to manage their own learning. Furthermore, you are expected to encourage and 

assist the learners as they do the tasks included in the module.    

 

 

 

 

 

 

 

 

 

 

 

Notes to the Teacher 

This contains helpful tips or strategies 

that will help you in guiding the learners. 
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To the learner: 

Welcome to the T.L.E. – Wellness Massage Grade 10 Self-Learning Module 

(SLM) on the Effective Customer Service! 

The hand is one of the most symbolized parts of the human body. It is often 

used to depict skill, action and purpose. Through our hand we may learn, create 

and accomplish. Hence, the hand in this learning resource signifies that you as a 

learner is capable and empowered to successfully achieve the relevant 

competencies and skills at your own pace and time. Your academic success lies in 

your own hands! 

This module was designed to provide you with fun and meaningful 

opportunities for guided and independent learning at your own pace and time. You 

will be enabled to process the contents of the learning resource while being an 

active learner. 

This module has the following parts and corresponding icons: 

 
What I Need to Know  

 

This will give you an idea of the skills or 

competencies you are expected to learn in 

the module.  

 
What I Know  

 

This part includes an activity that aims to 

check what you already know about the 

lesson to take. If you get all the answers 

correct (100%), you may decide to skip this 

module.  

 
What’s In 

 

This is a brief drill or review to help you link 

the current lesson with the previous one. 

 
What’s New 

 

In this portion, the new lesson will be 

introduced to you in various ways such as a 

story, a song, a poem, a problem opener, an 

activity or a situation. 

 
What is It 

 

This section provides a brief discussion of 

the lesson. This aims to help you discover 

and understand new concepts and skills. 

 
What’s More 

 

This comprises activities for independent 

practice to solidify your understanding and 

skills of the topic. You may check the 

answers to the exercises using the Answer 

Key at the end of the module. 

 
What I Have Learned 

 

This includes questions or blank 

sentences/paragraphs to be filled in to 

process what you learned from the lesson. 

 
What I Can Do 

 

This section provides an activity which will 
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help you transfer your new knowledge or 

skill into real life situations or concerns. 

 
Assessment 

 

This is a task which aims to evaluate your 

level of mastery in achieving the learning 

competency.  

 
Additional Activities 

 

In this portion, another activity will be given 

to you to enrich your knowledge or skill of 

the lesson learned. This also tends retention 

of learned concepts. 

 
Answer Key 

 

This contains answers to all activities in the 

module. 

 

At the end of this module you will also find: 

 

The following are some reminders in using this module: 

1. Use the module with care. Do not put unnecessary mark/s on any part of 

the module. Use a separate sheet of paper in answering the exercises. 

2. Don‘t forget to answer What I Know before moving on to the other activities 

included in the module. 

3. Read the instructions carefully before doing each task. 

4. Observe honesty and integrity in doing the tasks and checking your 

answers.  

5. Finish the task at hand before proceeding to the next. 

6. Return this module to your teacher/facilitator once you are through with it. 

If you encounter any difficulty in answering the tasks in this module, do not 

hesitate to consult your teacher or facilitator. Always bear in mind that you are 

not alone. 

We hope that through this material, you will experience meaningful learning 

and gain deep understanding of the relevant competencies. You can do it! 

 

 

 

 

 

References This is a list of all sources used in 

developing this module. 
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What I Need to Know 

  

After learning the kinds of non-verbal communication, 10 principles of listening 

and telephone etiquette and performing the activities related to the previous topic, 

you are now ready to explore more about the effective customer service. 

This module is aimed for you to: 

1. Identify key customer service skills; 

2. Discuss how the four key principles of good customer service influence the 

customer experience; and 

3. Appreciate the importance of possessing and showing the key customer 

service skills. 
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What I Know 

 
Pre-test 

Directions: Read and understand the sentences carefully. Write ‗T‘ if the statement 

is true and ‗F‘ if it is not. Write your answers on a separate sheet of paper. 

_____ 1. Being listened to and handled with patience goes a long way in helping 

customers feel like you‘re going to alleviate their current frustrations. 

_____ 2. You have to be attentive to pick up on what customers are telling you 

without directly saying it. 

_____ 3. The ability to communicate clearly when working with customers is a key 

skill because miscommunications will not result in disappointment and 

frustration. 

_____ 4. The best customer service professionals have a deep knowledge of how 

their companies‘ products work. After all, without knowing your product 

from front to back, they won‘t know how to help when customers run into 
problems. 

_____ 5. Language is a crucial part of persuasion, and people (especially customers) 

create perceptions about you and your company based on the language 
that you use. 

_____ 6. Every great customer service professional needs basic acting skills to 

maintain their usual cheery persona in spite of dealing with people who 

are just plain grumpy. 

_____ 7. The best customer service professionals are quick to recognize when they  

can‘t help a customer so they can quickly get that customer to someone 

who can help. 

_____ 8. The best support pros know how to watch and listen for subtle clues about 

a customer‘s current mood, patience level, personality, etc., which goes a 

long way in keeping customer interactions positive. 

_____ 9. Oftentimes, support teams get messages from people who aren‘t looking for 

support — they‘re considering purchasing your company‘s product. 

_____ 10. Call it what you want, but a great work ethic and a willingness to do what 

needs to be done (and not take shortcuts) is a key skill when providing the 

kind of service that people talk (positively) about. 
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_____ 11. Getting booted before all of their problems have been addressed is the 

last thing that customers want, so be sure your team knows to take the 

time to confirm with customers that each and every issue they had was 

entirely resolved. 

_____ 12. That‘s because even when you can‘t tell the customer exactly what they 

want to hear, a dose of care, concern, and understanding will go a long 
way. A support rep‘s ability to empathize with a customer and craft a 

message that steers things toward a better outcome can often make all 
the difference. 

_____ 13. Those who seek to improve what they do — whether it‘s building 

products, marketing businesses, or helping customers — will get left 
behind by the people who are willing to invest in their own skills. 

_____ 14. Personalized interactions greatly improve customer service and let 

customers know that your company cares about them and their problems. 

_____ 15. To be competent, a customer support professional must have a strong 

knowledge of the company and its products, as well as the power to fix the 

customer‘s problems. 
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Lesson 

3 Effective Customer Service 

 

What’s In 

 

Review 

Directions: Read and understand each statement. Select your answer from the 

four given choices. Write only the letter of your choice on a separate sheet of paper. 

1. Which of the following is NOT a non-verbal communication? 

A. exchanging of letters 
B. handshaking with a friend 

C. giving an eye contact with the speaker 
D. clicking the ‗Like‘ button on social media 

 
2. Which best describes empathy as a principle of listening? 

 A. Trying to understand the other person‘s point of view and looking at 

issues from their perspective. 
 B. The need of motivation to do anything and care about what's going on 

around you. 
C. The lack of feeling, emotion or interest on someone or something. 

 D. All of the above 
 

3. This refers to the study of how much touch is used to transmit messages 
through the hands, arms and other body parts. 

 A. Language of Chronemics 

 B. Language of Proxemics 
C. Language of Kinesics  

D. Language of Haptics 
 

4. Based on the Language of Kinesics, what does ‗shrug‘ mean? 
A. It indicates that it is ―time‖ to end the communication. 

B. It generally indicates that something is bad or not accepted. 
C. Lifting both shoulders which indicates lack of knowledge or concern. 

D. This implies that a dominant-to-subordinate relationship is taking place. 

 
5. Which of the following is NOT a principle of listening? 

 A. Remove distractions 
 B. Have personal prejudice 

C. Prepare yourself to listen 
 D. Listen for ideas – not just words 
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What’s New 

Activity 1: ‘Is it Positive or Negative?’ 

Directions: Examine the given words or phrases below whether they are key 

customer service skills or not. Write a positive sign ‗+‘ if the phrase means a skill in 

giving good customer service. If not, write a negative sign ‗ - ‘. Write your answers 

on a separate sheet of paper. 

+ or - Words or Phrases 

 1. knowledge of the product 

 2. attentiveness 

 3. don‘t seek to improve what they do 

 4. watch and listen for subtle clues about a customer‘s current mood 

 5. responding to questions with positive language 

 6. mastery of persuasion 

 7. providing the kind of service that people talk (positively) about 

 8. impatiently understands each customer‘s problems and needs 
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What is It 

 

Activity 2: Reading Time! 

16 Key Customer Service Skills 

While delivering consistently good customer service requires work and 
alignment across your entire organization, a good place to start is your support 

team. It‘s important to hire people who genuinely want to help your customers 
succeed — and to pay rates that are attractive to skilled professionals. 

Here are the 16 customer service skills that every support professional 

should seek to develop and every leader should look for when hiring new team 
members. 

1. Patience 

Patience is crucial for customer service professionals. After all, customers 

who reach out to support are often confused and frustrated. Being listened to and 

handled with patience goes a long way in helping customers feel like you‘re going to 
alleviate their current frustrations. 

It‘s not enough to close out interactions with customers as quickly as 

possible. Your team has to be willing to take the time to listen to and fully 
understand each customer‘s problems and needs. 

2. Attentiveness 

The ability to truly listen to customers is crucial to providing great service for 

a number of reasons. Not only is it important to pay attention to individual 
customers‘ experiences, but it‘s also important to be mindful and attentive to the 

feedback that you receive at large. 

For instance, customers may not be saying it outright, but perhaps there is a 
pervasive feeling that your software‘s dashboard isn‘t laid out correctly. Customers 

aren‘t likely to say, ―Please improve your UX,‖ but they may say things like, ―I can 
never find the search feature‖ or ―Where is (specific function), again?‖ 

You have to be attentive to pick up on what customers are telling you without 

directly saying it. 
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3. Ability to communicate clearly 

The ability to communicate clearly when working with customers is a key 
skill because miscommunications can result in disappointment and frustration. 

For example, the last time I went to get work done on my car, I was told by an 

employee that if I wanted to get an oil change, it would be ―included‖ in my final bill. 

I thought that meant I‘d be getting it for free, yet as it turns out, that wasn‘t 

the case. The employee apologized — and I truly believe it was an accident — but I 

haven‘t been back to that shop since because of the miscommunication. 

The best customer service professionals know how to keep their 

communications with customers simple and leave nothing to doubt. 

4. Knowledge of the product 

The best customer service professionals have a deep knowledge of how their 

companies‘ products work. After all, without knowing your product from front to 
back, they won‘t know how to help when customers run into problems. 

New Help Scout employees, for example, are trained on customer 

support during their first or second week on the job; it‘s a critical component of 
our employee onboarding process. 

According to Help Scout‘s Elyse Roach, ―Having that solid product foundation 

not only ensures you‘ve got the best tricks up your sleeve to help customers 
navigate even the most complex situations, it also helps you build an understanding 

of their experience so that you can become their strongest advocate.‖ 

5. Ability to use positive language 

Effective customer service means having the ability to make minor changes in 

your conversational patterns. This can truly go a long way in creating happy 
customers. 

Language is a crucial part of persuasion, and people (especially customers) 
create perceptions about you and your company based on the language that you 

use. 

For example, let‘s say a customer contacts your team with an interest in a 
particular product, but that product happens to be back-ordered until next month. 

Responding to questions with positive language can greatly affect how the 

customer hears the response: 

Without positive language: ―I can‘t get you that product until next month; it 

is back-ordered and unavailable at this time.‖ 

https://www.helpscout.com/helpu/definition-of-customer-support/
https://www.helpscout.com/helpu/definition-of-customer-support/
https://www.helpscout.com/blog/employee-onboarding/
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With positive language: ―That product will be available next month. I can 

place the order for you right now and make sure that it is sent to you as soon as it 

reaches our warehouse.‖ 

The first example isn‘t negative per se, but the tone it conveys feels abrupt 

and impersonal and could be taken the wrong way by customers — especially in 
email support when the perception of written language can skew negative. 

Conversely, the second example is stating the same thing (the item is 

unavailable), but it focuses on when and how the issue will be resolved instead of 
focusing on the negative. 

6. Acting skills 

Sometimes your team is going to come across people who you‘ll never be able 

to make happy. 

Situations outside of your control (such as a customer who‘s having a terrible 
day) will sometimes creep into your team‘s usual support routine. 

Every great customer service professional needs basic acting skills to 

maintain their usual cheery persona in spite of dealing with people who are just 
plain grumpy. 

7. Time management skills 

On the one hand, it‘s good to be patient and spend a little extra time with 

customers to understand their problems and needs. On the other hand, there is a 

limit to the amount of time you can dedicate to each customer, so your team needs 
to be concerned with getting customers what they want in an efficient manner. 

The best customer service professionals are quick to recognize when they 
can‘t help a customer so they can quickly get that customer to someone 

who can help. 

8. Ability to read customers 

It‘s important that your team understands some basic principles of 

behavioral psychology in order to read customers‘ current emotional states. As 
Emily Triplett Lentz wrote in Boost Customer Happiness with Exclamations and 

Emoticons: 

―I rarely use a smiley face in a support email when the customer‘s signature 

includes ‗PhD,‘ for example. Not that academics are humorless, it‘s just that :)  isn‘t 

likely to get you taken seriously by someone who spent five years deconstructing 

utopian undertones in nineteenth-century autobiographical fiction.‖ 

The best support pros know how to watch and listen for subtle clues about a 
customer‘s current mood, patience level, personality, etc., which goes a long way in 

keeping customer interactions positive. 

https://www.nytimes.com/2007/10/07/jobs/07pre.html
https://www.helpscout.com/blog/exclamations-and-emoticons/
https://www.helpscout.com/blog/exclamations-and-emoticons/
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9. Unflappability 

There are a lot of metaphors for this type of personality: ―keeps their cool,‖ 
―staying cool under pressure,‖ and so on, but it all represents the same thing: The 

ability some people have to stay calm and even influence others when things get a 
little hectic. 

The best customer service reps know that they can‘t let a heated customer 

force them to lose their cool. In fact, it is their job to try to be the ―rock‖ for 
customers who think the world is falling apart as a result of their current problems. 

10. Goal-oriented focus 

Many customer service experts have shown how giving employees unfettered 
power to ―wow‖ customers doesn‘t always generate the returns many businesses 

expect to see. That‘s because it leaves employees without goals, and business goals 
and customer happiness can work hand-in-hand without resulting in poor service. 

Relying on frameworks like the Net Promoter Score can help businesses come 

up with guidelines for their employees that allow plenty of freedom to handle 
customers on a case-to-case basis, but also leave them priority solutions and ―go-to‖ 

fixes for common problems. 

11. Ability to handle surprises 

Sometimes, customers are going to throw your team curveballs. They‘ll make 
a request that isn‘t covered in your company guidelines or react in a way that no 

one could have expected. 

In these situations, it‘s good to have a team of people who can think on their 
feet. Even better, look for people who will take the initiative to create guidelines for 

everyone to use in these situations moving forward. 

12. Persuasion skills 

Oftentimes, support teams get messages from people who aren‘t looking for 

support — they‘re considering purchasing your company‘s product. 

In these situations, it helps to have a team of people with some mastery of 
persuasion so they can convince interested prospects that your product is right for 

them (if it truly is). 

It‘s not about making a sales pitch in each email, but it is about not letting 
potential customers slip away because you couldn‘t create a compelling message 

that your company‘s product is worth purchasing! 

https://www.helpscout.com/blog/nps-customer-service/
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13. Tenacity 

Call it what you want, but a great work ethic and a willingness to do what 
needs to be done (and not take shortcuts) is a key skill when providing the kind of 

service that people talk (positively) about. 

The most memorable customer service stories out there — many of which 
had a huge impact on the business — were created by a single employee who 

refused to just follow the standard process when it came to helping someone out. 

14. Closing ability 

Being able to close with a customer as a customer service professional means 

being able to end the conversation with confirmed customer satisfaction (or as close 
to it as you can achieve) and with the customer feeling that everything has been 

taken care of (or will be). 

Getting booted before all of their problems have been addressed is the last 

thing that customers want, so be sure your team knows to take the time to confirm 

with customers that each and every issue they had was entirely resolved. 

15. Empathy 

Perhaps empathy — the ability to understand and share the feelings of 

another — is more of a character trait than a skill. But since empathy can be 
learned and improved upon, we‘d be remiss not to include it here. 

In fact, if your organization tests job applicants for customer service aptitude, you‘d 

be hard pressed to look for a more critical skill than empathy. 

That‘s because even when you can‘t tell the customer exactly what they want 

to hear, a dose of care, concern, and understanding will go a long way. A support 

rep‘s ability to empathize with a customer and craft a message that steers things 
toward a better outcome can often make all the difference. 

16. Willingness to learn 

While this is probably the most general skill on this list, it‘s also one of the 

most important. After all, willingness to learn is the basis for growing skills as a 

customer service professional. 

Your team members have to be willing to learn your product inside and out, 

willing to learn how to communicate better (and when they‘re communicating 
poorly), willing to learn when it‘s okay to follow a process — and when it‘s more 

appropriate to choose their own adventures. 

Those who don‘t seek to improve what they do — whether it‘s building 
products, marketing businesses, or helping customers — will get left behind by the 

people who are willing to invest in their own skills. 

https://www.helpscout.com/10-customer-service-stories/
https://www.nytimes.com/guides/year-of-living-better/how-to-be-more-empathetic
https://www.nytimes.com/guides/year-of-living-better/how-to-be-more-empathetic
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4 Key Principles of Good Customer Service 

Good customer service has four key qualities: It‘s personalized, competent, 

convenient, and proactive. These four factors have the biggest influence on the 
customer experience. 

 Personalized: Good customer service always starts with a human touch. 

Personalized interactions greatly improve customer service and let customers 
know that your company cares about them and their problems. Instead of 

thinking of service as a cost, consider it an opportunity to earn your 
customer‘s business all over again. 

 Competent: Consumers have identified competency as the element that 

plays the biggest role in a good customer experience. To be competent, a 
customer support professional must have a strong knowledge of the company 

and its products, as well as the power to fix the customer‘s problems. The 
more knowledge they have, the more competent they become. 

 Convenient: Customers want to be able to get in touch with a customer 
service representative through whichever channel is the most convenient for 

them. Offer support through the channels of communication your customers 
rely on most, and make it easy for customers to figure out how to contact 

you. 

 Proactive: Customers want companies to be proactive in reaching out to 
them. If one of your products is backordered or your website is going to 

experience downtime, proactively reach out to your customers and explain 
the problem. They may not be happy about the situation, but they will be 

thankful that you kept them in the loop. 

By building your customer service strategy around these four main principles, 

you‘ll create a positive, hassle-free customer experience for everyone who deals with 

your company. 
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What’s More 

 

Activity 3: Identification 

Directions: Read and understand each item carefully. Identify what skill is being 

described in each situation. Select your answer from the word pool given below. 

Write your answers on a separate sheet of paper. 

 

 

 

 

 

1. It‘s not enough to close out interactions with customers as quickly as possible. 

Your team has to be willing to take the time to listen to and fully understand 

each customer‘s problems and needs. 

2. Not only is it important to pay attention to individual customers‘ experiences, but 

it‘s also important to be mindful to the feedback that you receive at large. 

3. The best customer service professionals have a deep knowledge of how their 

companies‘ products work. After all, without knowing your product from front to 

back, they won‘t know how to help when customers run into problems. 

4. The best support pros know how to watch and listen for subtle clues about a 

customer‘s current mood, patience level, personality, etc., which goes a long way 

in keeping customer interactions positive. 

5. It is convincing others to change their point of view, agree to a commitment, 

purchase a product or service, or take a course of action. Oral and written skills 

like this are valued in the workplace. Sales is the most obvious form of this 

skill, but this is used in many other positions as well. 

6. Even when you can‘t tell the customer exactly what they want to hear, a dose of 

care, concern, and understanding will go a long way. A seller‘s ability to do this 
with a customer and craft a message that steers things toward a better outcome 

can often make all the difference. 

7. It means being single-minded in pursuit of a goal, which translates 
to focusing on and completing each individual task. 

8. It means always calm and never panics or gets upset or angry. This kind of calm 
attitude gives confidence under pressure. 

 Ability to read customers 

Attentive 

Empathy 

Goal-oriented focus 

Knowledge of the product 

Patience 

Persuasion skills 

Unflappability 
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What I Have Learned 

  
Activity 4: Sum it Up! 

Directions: Sum up what you have learned by completing the following sentences 

with your own words. 

1. The 16 customer service skills can help the business  

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________ 

2. By building your customer service strategy around the 4 key principles of good 

customer service, your business/company will become  

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________ 

3. Being patient and attentive means 

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________ 

4. Responding to questions with positive language can greatly affect how the 

customer hears the response. Without positive language, the customers may feel 

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________ 
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What I Can Do 

Activity 5: ‘I Will’ 

Directions: Read and understand carefully the given situations. Assuming that 

you possess the 16 key customer service skills, how will you address or answer 

each situation? Write your answers on a separate sheet of paper. 

 

Situation 1:  

A customer who feels he has been waiting too long for his product or service. Sometimes, 

circumstances arise that means a customer is waiting longer than usual. How do you 

handle those who get particularly upset about it? 

 

Situation 2: 

When a customer is extremely angry, it can be the most difficult customer to work with 

because emotions are so high. At times, a customer is just so upset, there is no way to 

immediately respond. What will you do during this hard time? 

 

Situation 3: 

You made a mistake. Instead of giving the massage client an ordinary massage oil, 

you used an Apricot Kernel oil which is actually pricey than the oil he ordered you 

to use. How will you handle this situation? 
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Assessment 

Test I. Multiple Choice 

Directions: Read and understand each item carefully. Select your answer from the 

four given choices. Write the letter of your choice on a separate sheet of paper. 

1. The following are effective customer service skills that every employee needs, 

EXCEPT _____. 

A. Ability to use ―positive language‖  C. Patience 

B. Indecision      D. Time management skills 

 

2. A customer contacts a businessman with an interest in a particular product, but 

that product happens to be backordered until next month. The businessman 

said, ―That product will be available next month. I can place the order for you 

right now and make sure that it is sent to you as soon as it reaches our 

warehouse.‖ What customer service skill does the businessman possess? 

A. Ability to ―read‖ customers   C. Acting skills  

B. Ability to use ―positive language‖  D. Goal-oriented focus 

 

3. Which of the following shows a key principle of good customer service? 

A. If one of your products is backordered or your website is going to 

experience downtime, proactively reach out to your customers and explain the 

problem. They may not be happy about the situation, but they will be thankful that 

you kept them in the loop. 

B. To be competent, a customer support professional must have a strong 

knowledge of the company and its products, as well as the power to fix the 

customer‘s problems. 

C. Instead of thinking of service as a cost, consider it an opportunity to earn 

your customer‘s business all over again. 

D. All of the above 

 

4. Which of the following is NOT true about the customer service skills? 

A. You have to be attentive to pick up on what customers are telling you 
without directly saying it. 

B. Unflappability is the ability that some people have to stay uncalm and even 
influence others when things get a little hectic. 

C. Even when you can‘t tell the customer exactly what they want to hear, a 

dose of care, concern, and understanding will go a long way. 
D. Every great customer service professional need basic acting skill to 

maintain their usual cheery persona in spite of dealing with people who 
are just plain grumpy. 
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5. A customer walks into the office and asks for the deadline to file a permit 

application. You do not know the answer. It would be best for you to do which of 
the following? 

 A. Refer the person to your supervisor. 
 B. Tell the person what you think the answer might be. 

C. Inform the person that you don't know but will find out. 
D. Say that you are not allowed to give out that information to the public. 

 
6. A customer has come into your office and submitted an application. When you 

give her some more forms to complete, she complains about all the bureaucratic 

red tape that is slowing down approval of her application. In which of the 
following ways should you respond to the customer? 

 A. Simply be patient with her. 
 B. Tell her the reasons why your office needs the information. 

 C. Suggest that she can contact her state legislators if she wants to change 
the law. 

 D. Say that you cannot process her application until all the forms have been 

completed. 
 

7. You overhear your boss giving a client the name of a person to contact for some 
information. You know this person is no longer the one to reach for this 

information. The client is still in the office. What, if anything, should you do? 
A. Do not get involved in the situation. 

B. Quickly take your boss aside and provide the correct name. 
C. Wait until the client leaves, and then provide your boss with the correct 

name. 

D. Give the individual the correct name, and explain that your boss was not 
aware of a different person being responsible to provide the information. 

 
8. You're helping a computer illiterate friend setup his Internet connection over the 

phone. He is just not getting what you are trying to explain. How much time do  

you spend explaining it to him? 

 A. I'd work with him for as long as it takes. 

 B. 10 minutes or so; I'd go through it once as quickly as possible and then 

hang up. 

 C. About half an hour; I'd make sure he understands at least the basics. 

 D. None at all; I'd get frustrated the first time he says "I don't understand." 

 

9. A customer is telling you a story, but taking forever to get to the point. What do 

you do? 

 A. I ask him/her to get to the point of the story. 

B. I let him/her finish the story, without interrupting. 

C. I interrupt by asking, "Does this story have a point?" 

 D. I let him/her finish the story without interrupting, but can't help glancing 

at my watch. 
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10. ―The last time I went to get work done on my car, I was told by an employee that 

if I wanted to get an oil change, it would be ―included‖ in my final bill.‖ This is 

a key skill because miscommunications can result in disappointment and 

frustration. Which skill is being referred to? 

 A. Ability to communicate clearly 
 B. Knowledge of the product 

 C. Persuasion skills  
D. Patience 

 
 

Test II. True or False 

Directions: Read and understand the sentences carefully. Write ‗T‘ if the statement 

is true and ‗F‘ if it is not. Write your answers on a separate sheet of paper. 

11. Being listened to and handled with patience goes a long way in helping 

customers feel like you‘re going to alleviate their current frustrations. 

12. You have to be attentive to pick up on what customers are telling you without 

directly saying it. 

13. Those who seek to improve what they do — whether it‘s building products, 
marketing businesses, or helping customers — will get left behind by the people who 

are willing to invest in their own skills. 

14. Oftentimes, support teams get messages from people who aren‘t looking for 
support — they‘re considering purchasing your company‘s product. 

15. Call it what you want, but a great work ethic and a willingness to do what needs 

to be done (and not take shortcuts) is a key skill when providing the kind of service 

that people talk (positively) about. 
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Additional Activities 

  
 

Directions: To prepare yourself for our next lesson, answer the question below. 

Write your answer on a separate sheet of paper. 

―For you, what is a proper record keeping?‖ 
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Answer Key 
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Assessment Rubric for Written Discussion 

 EXCELLENT GOOD POOR 

CONTENT 

KNOWLEDGE 

Shows a full 

understanding of the 

topic. 

Shows a good 

understanding of parts 

of the topic. 

Does not seem to 

understand the topic 

well. 

ORGANIZATION OF 

IDEAS 

Presents all ideas in an 

organized way. 

Presents some of the 

ideas in an organized 

way. 

Does not present ideas 

in an organized way. 

GRAMMAR & 

SPELLING 

Sentences are well-

constructed, with 

standard spelling and 

grammar (not the kinds 

of abbreviations used 

while texting) 

Most sentences are well-

constructed, with 

standard spelling and 

grammar (not the kinds 

of abbreviations used 

while texting) 

Sentences have 

significant grammar or 

spelling errors and/or 

non-standard English. 

 



 

25 
 

References 
 

https://www.academia.edu/34705203/Lmwellnessmassageg10_151012103134_lv

a1_app 

https://www.helpscout.com/blog/customer-service-skills/#skills 

https://www.proprofs.com/quiz-school/story.php?title=customer-service-exam 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

https://www.academia.edu/34705203/Lmwellnessmassageg10_151012103134_lva1_app
https://www.academia.edu/34705203/Lmwellnessmassageg10_151012103134_lva1_app
https://www.helpscout.com/blog/customer-service-skills/#skills


 

26 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

DISCLAIMER 

EDITOR’S NOTE 
 

This Self-learning Module (SLM) was developed by DepEd 

SOCCSKSARGEN with the primary objective of preparing for 

and addressing the new normal. Contents of this module were 

based on DepEd‘s Most Essential Learning Competencies 

(MELC). This is a supplementary material to be used by all 

learners of Region XII in all public schools beginning SY 

2020-2021. The process of LR development was observed in 

the production of this module. This is version 1.0. We highly 

encourage feedback, comments, and recommendations.  

 
 
 
For inquiries or feedback, please write or call: 
 
Department of Education – SOCCSKSARGEN 
Learning Resource Management System (LRMS) 
 

Regional Center, Brgy. Carpenter Hill, City of Koronadal 
 

Telefax No.: (083) 2288825/ (083) 2281893 
 

Email Address: region12@deped.gov.ph 
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