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1.1: INTRODUCTION 

 

The role of office administration in any organization is crucial to ensure smooth operations, 

communication, and customer satisfaction. Customer service skills are a fundamental part of office 

administration, as they can affect both internal and external interactions. This study aims to 

examine the importance and effectiveness of customer service skills among office administrators 

and how they contribute to organizational success. 

Customer service skills play a vital role in office administration because they enhance 

communication, efficiency, and the overall experience of clients and colleagues. An office 

administrator often serves as the first point of contact, making it important to demonstrate 

professionalism, active listening, empathy, and problem-solving abilities. These skills help in 

handling inquiries, resolving issues effectively, and maintaining positive relationships within and 

outside the organization. By combining administrative tasks with strong customer service, office 

administrators contribute to a productive work environment, build trust, and support the smooth 

functioning and success of the organization. Customer service skills are an essential component 

of office administration as they directly influence 

The efficiency of operations and the satisfaction of clients, colleagues, and stakeholders.in today 

competitive business environment, office administrators are not only responsible for managing 

clerical a positive impression through effective communication and professional interactions. 

Strong customer service skills such as active listening, problem-solving empathy and 

professionalism help administrators handle inquiries, resolve issues and maintain smooth 

relationships within and outside the organization.by combining administrative expertise with 

excellent customer service office administrators contribute to building trust, enhancing 

productivity, and ensuring the overall success of the work place.    
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1:2 STATEMENT OF THE PROBLEM 

➢ There is an increasing demand for strong customer service skills administration. 

➢ Despite this demand there is a black of systematic research on the impact of these skills. 

➢ Identify the essential customer service skills required in office administration. 

➢ Examine how effectively these skills are applied in real world office settings. 

 

1:3 SIGNIFICANCE OF STUDY 

The findings of this study will provide valuable insights for training programs, hiring practices, 

and organizational policies aimed at improving customer service in office environments. By 

understanding the role of customer service skills, businesses can improve overall customer 

satisfaction, employee engagement, and operational effectiveness. 

 

1:4 OBJECTIVES OF THE STUDY 

• To identify the key customer service skills essential for office administration. 

 

• To evaluate the impact of customer service skills on office administration tasks and 

organizational productivity. 

 

• To assess the relationship between customer service skills and customer satisfaction. 

 

• To provide recommendations for improving customer service in office administration. 

 

1:5 SCOPE OF THE STUDY 

This study will focus on customer service skills in office administration in Kottakkakl 

municipality .The study conducted with a sample size 15 respondents of kottakkal area.  

The scope of includes internal customer service. 

 

1:6 RESEARCH METHDOLOGY 

The study will use a mixed-method approach, combining both qualitative Tend quantitative 

data collection techniques. A survey will be distributed to office administrators and 

managers to gather quantitative data on the prevalence of various customer service skills. 

In-depth interviews will be conducted with a select group of office administrators to collect 

qualitative data regarding their experiences and challenges with customer service. 
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1:7 AREA OF STUDY 

The study will be conducted in kottakkal municipality. 

 

1:8 SAMPLE SIZE 

For the study sample size of 15 

 

1:9 SOURCE OF DATA 

Primary data will be collected through surveys, interviews, and direct observations in 

office settings. 

 

Secondary data will be obtained from academic journals, industry reports, and previous 

research studies related to customer service in office administration. 

 

1:10 PERIOD OF STUDY 

The period covering for the completion of this study 21 days 

 

1:11 TOOLS FOR DATA COLLECTION 

Tools for data collection is questionnaire only.  

 

 

1:12 LIMITATIONS OF STUDY 

➢ Limited Sample Size: The study focuses on a relatively small number of 

organizations, which may not be representative of all industries. 

 

➢ Potential Bias in Self-Reporting: Survey and interview responses may be 

influenced by social desirability or personal biases. 

 

➢ Time Constraints: The 6-month study period may limit the depth of some 

longitudinal analyses. 

 

➢ Scope of the Study: The study focuses on SMEs and may not fully capture the 

dynamics in larger organizations. 
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REVIEW OF LITERATURE 

 Importance of Customer Service Skills in Office Administration Researchers emphasize that 

office administration is not limited to clerical or organizational tasks but also involves direct and 

indirect customer service. According to Smith (2019), effective customer service skills enhance 

the professional image of the office and contribute to organizational success by ensuring client 

satisfaction and loyalty 

Several studies highlight communication as the cornerstone of customer service. Johnson (2020) 

notes that active listening, clear verbal communication, and professional written correspondence 

are critical for administrators who serve as the first point of contact with clients. 

Miscommunication can lead to dissatisfaction and loss of trust. 

Research by Goleman (2017) suggests that emotional intelligence, including empathy, patience, 

and conflict resolution, is vital in handling diverse customers. Office administrators with strong 

interpersonal skills are better at managing difficult clients and maintaining a positive workplace 

environment. 

According to Brown & Lee (2021), office administrators must possess strong problem-solving 

skills to address customer complaints promptly. Quick decision-making and creative solutions not 

only resolve issues but also demonstrate professionalism and reliability. 

Literature also points out that professionalism—punctuality, courtesy, and ethical conduct—

greatly influences customer perceptions. Davis (2018) emphasizes that office administrator’s act 

as organizational representatives; thus, their behavior directly impacts customer satisfaction... 

Technological Competence in Customer Service With the digitalization of office environments, 

technological skills have become essential. A study by Kumar (2022) indicates that administrators 

proficient in customer relationship management (CRM) software, email etiquette, and online 

service platforms can deliver more efficient and responsive service. 

Training and Continuous Improvement 

Research consistently shows that training programs improve customer service skills in office 

administration. According to Walker (2019), organizations that invest in continuous training on 

communication, conflict management, and digital tools see higher customer retention rates. 
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THEORITICAL FRAME WORK 

Customer service skills are an essential component office administration as they directly influence  

Customer satisfaction organizational reputation and operational efficiency. Office administration 

involves managing daily operations coordinating tasks and ensuring smooth communication 

within and outside the organization.in this context, customer service skills such as effective 

communication. Active listening, empathy, professionalism, and problem solving skill such crucial 

in maintaining .a positive relationship with clients and stake holders. This theoretical frame work 

integrates concepts from social exchange theory, communication theory, and the service quality 

model to explain how customer service skills affect office performance and overall organizational 

success.  The frame identifies customer service skills as the independent variable and office 

administration effectiveness as the dependent variable ,with mediating factors such as staff 

training, resources availability , and organizational culture influencing the relationship.it assumes 

that employees who possess strong customer service skills are more likely to contribute efficiency, 

improve customer satisfaction ,and foster long term organizational growth  

Skills Required for an Office Administrator An office administrator is the backbone of any 

organization. Their role involves managing the day-to-day operations, coordinating between 

teams, handling communication, and ensuring the office runs smoothly. To perform these 

responsibilities effectively, they need a combination of administrative, technical, interpersonal, 

and personal skills. 

1. Administrative Skills Administrative skills are the foundation of an office administrator’s role. 

They include: Organization: Keeping documents, files, and records systematically arranged for 

easy access. Time Management: Planning tasks efficiently to meet deadlines without causing 

delays in office operations. Scheduling & Coordination: Arranging meetings, appointments, 

events, and travel plans accurately. Record Keeping: Maintaining accurate records of financial 

transactions, employee attendance, and office correspondence. Example: An office administrator 

ensures that all client meetings are scheduled without conflicts and that all necessary documents 

are prepared in advance. 

2. Communication Skills Communication is critical because office administrators interact with 

colleagues, managers, clients, and vendors. Essential communication skills include: Verbal 

Communication: Speaking clearly and professionally during phone calls, meetings, or face-to-face 

interactions. Written Communication: Drafting emails, memos, reports, and notices accurately and 

concisely. Active Listening: Understanding instructions or feedback and acting on them correctly. 

Interpersonal Skills: Building positive relationships and maintaining a cooperative office 

environment. 

Example: Responding to client queries via email or phone promptly while maintaining a 

professional tone. 
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3. Technical Skills 

Technical skills help an office administrator handle digital tasks and office technology efficiently: 

Computer Proficiency: Using MS Office tools (Word, Excel, PowerPoint) and office management 

software. Data Management: Organizing, updating, and analyzing data using spreadsheets or 

databases. Basic IT Troubleshooting: Fixing minor technical problems or coordinating with IT 

support. Digital Communication Tools: Using email, video conferencing, and collaborative 

platforms effectively. Example: Preparing an Excel report for monthly office expenses or setting 

up a Zoom meeting for a remote team. 

4. Customer Service Skills even if an administrator works mostly internally, they often interact 

with clients, visitors, or external partners. Skills include: Professionalism: Representing the 

organization positively in all interactions. Problem-Solving: Addressing questions, complaints, or 

concerns efficiently. Patience & Empathy: Handling difficult situations tactfully and politely. 

Example: Assisting a visitor in finding the right department without frustration or delay. 

5. Organizational & Leadership Skills an office administrator often has to manage multiple 

responsibilities at the same time and support teams: Multitasking: Handling several tasks 

simultaneously without mistakes. Decision-Making: Making quick and effective decisions when 

problems arise. Team Coordination: Supporting teams to ensure smooth office operations. 

Attention to Detail: Ensuring accuracy in reports, schedules, and communications. Example: 

Coordinating schedules for different teams while ensuring no deadlines overlap. 

6. Personal Traits certain personal qualities make an office administrator more effective and 

reliable: Adaptability: Adjusting to changes in workload, priorities, or procedures. Reliability: 

Being dependable in completing tasks and maintaining consistency. Discretion & Integrity: 

Handling confidential information responsibly. Reactiveness: Anticipating problems and taking 

action before they escalate. Example: Ordering office supplies proactively to avoid shortages or 

delays. An office administrator is essentially the “hub” of the office. They combine strong 

administrative skills, effective communication, technical know-how, customer service abilities, 

organizational leadership, and personal qualities to ensure that the office functions efficiently. 

Their role is critical to the smooth operation of any organization, and possessing these skills helps 

them manage both people and tasks successfully. 
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CHAPTER 4 

 

DATA ANALYSIS AND INTERPRETATION  
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4.1 TABLE 

TABLE SHOWING AGE BASED CLASSIFICATION OF RESPONDENTS 
 

AGE RESPONDENT PERCENTAGE 

BELOW 20 2 13.3% 

20-25 4 26.7% 

25-30 4 26.7% 

30 AND ABOVE 5 33.3% 

TOTAL 15 100% 

 
CHART 4.1 AGE BASED CLASSIFICATION OF RESPONDENTS 

 

 

 

INTERPRETATION 
 

The majority of respondents (33.3) are 30 years and above, indicating a relatively mature 

group. The 20-25 and 25-30 age groups are equally represented each making up over a quarter 

of the sample (26.7% each) the below 20 group is the least represented, with only 13.3% 
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                                                              4.2TABLE  

TABLE SHOWING GENDER BASED CLASSIFICATION 

 

0PTIONS RESPONDENT PERCENTAGE 

MALE 4 26.7% 

FEMALE 11 73.7% 

PREFER NOT TO SAY 0 0 

TOTAL 15 100 

 

CHART4. 2 GENDER BASED CLASSIFICATIO 

 
 
 

INTERPRETATION 

73.3% of respondents are female, while 26.7% are male. 
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     TABLE 4.3 

TABLE SHOWING JOB TITLE AND POSITON OF RESPONDENTS 

 

OPTIONS RESPONDENTS PERCENTAGE 

OFFICE ADMINSTRATOR 6 40% 

RECEPTIONIST 4 26.7% 

ADMINSTRATOR 

ASSISTANT 

2 13.3% 

MANAGER/SUPERVISOR 1 6.7% 

OTHER 2 13.3% 

TOTAL 15 100 

 

 

CHART 4. 3 JOB TITLE CLASSIFICATION 

 

INTERPRETATION 

The majority of respondents are Office Administrators (40%), followed by Receptionists (26.7%). 

Smaller portions include Assistants and Managers/Supervisors (13.3% each), with few in other 

roles. 
 
 
 
 
 
 

OFFICE ADMINSTRATOR 

MANAGER/SUPERVISOR 

RECEPTIONIST 

OTHER 

ADMINSTRATOR ASSISTANT 
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TABLE 4.4 

TABLE SHOWING YEARS OF WORK EXPERINCE OF 

RSEPONDENTS 
 

OPTIONS RESPONDENTS PERCENTAGE 

FRSHER 10 66.7% 

1-2 YEARS 2 13.3% 

2-4 YEARS 2 13.3% 

MORE THAN 6 

YEARS 

1 6.7% 

TOTAL 15 100 

 
  CHART 4. 4 YEARS OF WORK EXPERINCE OF THE RESPONDENTS 
 

 

 

 
INTERPRETATION 
Most respondents are freshers (66.7%), with only a few having 1–4 years of experience (26.6%) 

and very few with more than 6 years (6.7%), showing the group is mostly inexperienced and needs 

training and guidance. 
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TABLE4.5 

CUSTOMER IN HANDLING QUIRIES RESPONDENT 

 

  

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

CHART 4.5 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

             

 

 INTERPRETATION 

 

Most respondents are confident in handling customer enquiries, with 53.3% very confident, 

20% excellent, and 26.7% somewhat confident. Overall, confidence levels are high. 

OPTIONS 

 

RESPONDENTS PERCENTAGE 

EXCELLENT 

CONFIDENT 

3 20% 

VERY 

CONFIDENT 

8 53.3% 

SOME WHAT 

CONFIDENT 

4 26.7% 

SLIGHTLY 

CONFIDENT 

0 0 

TOTAL 15 100 

CHART 
TITLE 

E X C E L L E N T C O N F I D E N T V E R Y C O N F I D E N Ti S O M E W H A T 
C O N F I D E N T 

S L I G H T L Y C O N F I D E N T 
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TABLE 4.6 

GOOD COMMUNICATION ESSENTIAL FOR CUSTOMER SERVICE 
 

OPTIONS RESPONDENTS PERCENTAGE 

Yes 
13 86.7% 

 
No 

2 13.3% 

TOTAL 
15 100% 

 

 

 

                                                             CHART4.6 
 

 

 

 
INTERPRETATION 
 

Most respondents (87%) see good communication as key to excellent customer service, while a few 

(13%) think other factors matter too. 

 
 
 
 

Sales 
 
 
 
 
 
 
 
 
 
 
 

 
Yes No 
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TABLE4. 7 
MOST HELP FUL CUSTOMER SEVICE TRAINING 

 

OPTIONS RESPONDENT PERCENTAGE 

WORK 

SHOPS/SEMINARS 

3 20% 

ONLINE COURSES 6 40% 

ON THE JOB TRAINING 4 26.7% 

PEER LEARNING/TEAM 

DISCUSSION 

2 13.3% 

NONE 0 0 

TOTAL 15 100% 

 

 

 

INTERPRETATION 

 

Most respondents (40%) find online courses most helpful, followed by on-the-job 

training (26.7%). Workshops/seminars (20%) and peer learning/team discussions (13.3%) are 

less preferred. 

 
 
 
 
 
 
 
 
 
 
 

WORK SHOPS/SEMINARS 

ON THE JOB TRAINING 

NONE 

ONLINE COURSES 

PEER LEARNING/TEAM DISCUSSIONS 
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TABLE4. 8 

HANDLE CUSTOMER COMPLAINTS 
 

OPTIONS 
RESPONDENTS PERCENTAGE 

EXCELLENT 
4 26.7% 

VERY GOOD 
3 20% 

FAIRLY GOOD 
4 26.7% 

AVERAGE 

4 26.7% 

FAIRLY POOR 
0 0 

 
TOTAL 

15 100% 

 

 

 

 

 

 

INTERPRETATION 
 

Most respondents rated their ability to handle complaints as excellent, fairly good, or average 

(26.7% each). 

Only 20% rated themselves very good, showing balanced but mixed confidence levels

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

EXCELLENT RESOURCES VERY GOOD RESOURCES FAIRLY GOOD AVERAGE FAIRLY POOR 
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TABLE 4. 9 

ARE TOOLS /RESOURCES ADEQUATE FOR CUSTOMER SERVICE 

 

 
OPTIONS 

RESPONDENTS PERCENTAGE 

EXCELLENT RESOURCES 

4 26.7% 

VERY GOOD RESORCES 3 20% 

 

GOOD RESOURCES 

            8 53.3% 

FAIR RESOURCES 

0 0% 

POOR 

RESOURCES 

0 0% 

TOTAL 15 100% 

 

CHART 4.9 

 

 

 

INERPRETATION 
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.More than half of the respondents (53.3%) feel their office has only good resources, while 26.7% 

rate them as excellent and 20% as very good. This shows that resources are generally adequate, 

but there is scope for further improvement. 
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TABLE 4.1O 

IMPORTANCE OF ACTIVE LISTENING 

 
OPTIONS RESPONDENTS PERCENTAGE 

CRITICAL 4 26.7% 

NECESSARY 7 46.7% 

HELP FUL BUT NOT 

ESSENTIAL 

3 20% 

NOT IMPORTANT AT ALL 1 6.7% 

TOTAL 15 100% 
 

 

CHART 4.10 

 

 

 

INTERPRETATION 
 

The chart shows that most respondents consider active listening very important in customer 
dealings, with 46.7% saying it is necessary and 26.7% saying it is critical. Only a small portion see 
it as helpful but not essential (20%) or not important at all (6.7%). This highlights that active 
listening is largely valued as a key customer service skill. 
 
 
 
 
 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

critical Necessary Helpful but not essential Not important at all 
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TABLE 4. 11 

                       Customer follow up method 
 

OPTIONS REPONDENTS PERCENTAGE 

Phone calls 9 60% 

Email 1 6.7% 

Text message 1 6.7% 

In person 4 26.7% 

I don’t follow up 0 0% 

TOTAL 15 100% 

 

 

CHART 4.11 

 

 

INTERPRETATION 

 

The majority of respondents (60%) follow phone call, while 26.7% use email. Other methods remaining 

smaller percentage s. 

 

 

 

 
 
 
 
 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Phone calls Email Text message In-person I don’t follow up 
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TABLE4. 12                                       

    CUSTOMER    SATISFACTION  

MEASURMENT 

OPTIONS RESPONDENTS PERCENTAGE 

Direct feedback surveys 

comments 

3 20% 

Customer retention/repeat 

business 
6 40% 

Performance reviews/ratings 6 40% 

Not measured 0 0% 

TOTAL 15 100% 

 

CHART 4.12 
 

 

 

 

INTERPRETATION 
 

40% measure by retention, 40% by performance reviews, and 20% by direct feedback. 
 
 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Direct feedback, surveys, comments Customer retentoin/repeat business 

Performance reviews/ratings Not measured 
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TABLE 4. 13 

       TEAM WORKS IMPACT ON CUSTOMER 

SERVICE 
 

OPTIONS RESPONDENTS PERCENTAGE 

To a great extent 10 66.7% 

To some extent 5 33.3% 

Very little 0 0% 

Not at all 0 0% 

TOTAL 15 100% 
 

 

CHART 4.13 
 

 

 
INTERPRETATION 

Most respondents (66.7%) believe teamwork greatly improves customer service, while 33.3% 

think it helps to some extent. 
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TABLE 4.14    

DIFFICULT/ANGRY CUSTOMERS 

OPTIONS RESPONDENTS PERCENTAGE 

Very well 4 26.7% 

Well 9 60% 

Fairly 2 13.3% 

Poorly 0 0% 

TOTAL 15 100% 
 

                                                    CHART 4.14 
 

 

 

 

INTERPRETATION 

 

Most respondents handle difficult customers well, with 60% saying “well” and 26.7% “very 

well”, while only 13.3% manage fairly. None reported handling them poorly. 

 

 
 
 
 
 
 
 
 
 
 

Sales 
 
 
 
 
 
 
 

 
Very well Well Fairly Poorly 
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TABLE 4. 15 

Customer service skills impact performance 
 

OPTIONS RESPONDENTS PERCENTAGE 

Yes 15 100% 

No 0 0% 

TOTAL 15 100% 

 

                                                                  CHART 4.15 

 

 

INTERPRETATION 

 
The majority of respondents (60%) follow phone call, while 26.7% use email other methods 

remaining smaller percentage s. 
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CHAPTER 5 

 

FINDINGS AND SUGGESTIONS, CONCLUSION, 

QUESTIONNAIRE 
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FINDINGS 

1. The majority of respondents (60%) prefer phone calls, while 26.7% use email and the rest use 

other methods. 

 

2. All respondents (100%) agreed that continuous improvement of customer service skills 

enhances office performance. 

 

3. More than half (53.3%) feel their office resources are only good, while 26.7% rate them 

excellent and 20% very good. 

 

4. Most respondents value active listening, with 46.7% calling it necessary and 26.7% saying it is 

critical. 

 

5. About 66.7% believe teamwork greatly improves customer service, while 33.3% think it helps 

to some extent. 

 

6. A majority (86.7%) handle difficult customers well or very well, while 13.3% manage only 

fairly. 

 

7. Office Administrators form the largest group (40%), followed by Receptionists (26.7%), and 

Assistants and Managers/Supervisors (13.3% each). 

 

8. Online courses are most preferred for training (40%), followed by on-the-job training (26.7%), 

workshops/seminars (20%), and peer learning (13.3%). 

 

9. Handling complaints received mixed ratings: 26.7% excellent, 26.7% fairly good, 26.7% 

average, and 20% very good. 

 

10. Most respondents are freshers (66.7%), with 26.6% having 1–4 years of experience and 6.7% 

having more than 6 years. 

 

11. A large majority (87%) believe good communication is key to excellent customer service, 

while 13% think other factors are important too. 

 

12. The gender distribution shows 73.3% female and 26.7% male respondents. 
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13. Customer service performance is measured equally by retention (40%) and performance 

reviews (40%), while 20% use direct feedback. 

 

14. Confidence levels in handling customer enquiries are high, with 53.3% very confident, 20% 

excellent, and 26.7% somewhat confident. 

 

15. Most respondents are aged 30 and above, while smaller groups fall into below 20, 20–25, and 

25–30 age categories. 

 

 

SUGGESTIONS 

• Highlight the importance of customer service skills in improving office 

efficiency. 

 

• Focus on communication skills (listening, speaking, writing) as the foundation 

of good service. 

 

• Show how patience, empathy, and professionalism help in handling clients 

effectively. 

 

• Emphasize the role of problem-solving and decision-making in resolving 

customer issues. 

 

• Discuss the impact of positive customer service on organizational reputation 

and success. 

 

• Suggest training programs/workshops to improve staff customer service skills. 

 

• Include how technology (emails, CRM software, chat support) supports better 

customer service. 

 

• Explore barriers such as workload, stress, or lack of training, and suggest ways 

to overcome them. 

 

• Show the link between customer satisfaction and office performance. 
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• Recommend building a customer-first culture in office administration. 

 

 

 

 

 

 

 

CONCLUSION 

Customer service skills are an essential part of office administration, as they determine how 

effectively an organization can interact with clients and stakeholders. Good communication, 

empathy, patience, and problem-solving abilities not only create positive experiences for customers 

but also build trust and strengthen the office’s reputation. Administrators with strong customer 

service skills are better equipped to handle challenges, reduce misunderstandings, and maintain 

smooth office operations. 

Moreover, improving these skills leads to greater efficiency, higher customer satisfaction, and 

overall organizational success. Regular training, adoption of modern communication tools, and 

promoting a customer-focused culture can further enhance service quality. In the long run, effective 

customer service in office administration benefits both the clients and the organization, ensuring 

growth, professionalism, and lasting success. 
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                                                    Questionnaire 

Section A: General Information 

 

1.Age: ___ 

o Below 20 

o 20-25 

o 25-30 

o 30 and above 

2.Gender 

o Male 

o Female 

o Prefer not say 

3.Job tittle/position:  

o Office administrator 

o Receptionist 

o Administrator assistant 

o Manager/supervisor 

o other 

4.Years of work Experience  

o Fresher 

o 1-2 years 

o 2-4 years 

o More than 6 years 

5.How confident are you in handling customer enquiries effectively? 
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o Excellent confident 

o Very confident 

o Somewhat confident 

o Slightly confident 

6.Do you believe good communication is essential for excellent customer service? 

o Yes 

o No 

7.What type of customer service training do you find most helpful? 

o Work Shops/seminars 

o On the job training 

o Peer learning/ team discussions 

o None 

 

8. rate your ability to handle customer complaints politely and professionally 

o Excellent 

o Very good 

o Fairly good 

o Average 

o Fairly poor 

9.Does your office provide adequate tools resources to customer service well? 

o Excellent resources 

o Very good resources 

o Good resources 

o Fair resources 

o Poor resources 

10. How important is active listening when dealing with customers? 

o Critical 

o Necessary 

o Helpful but not essential 

o Not important at all 

11. How do you usually follow up with customers after resolving their issues? 

o Phone call 

o Email 

o Text message 
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o In person 

o I don’t follow up 

12. how do you measures customer satisfaction in your roles? 

Direct feedback (customer, comments) 

o Customer retention 

o Performance reviews 

o Not measured 

13.in your opinion to what extent does team work improve customer service 

delivery? 

o To extent 

o To some extent 

o Very little 

o Not at all 

 

 

 

14. how well do you handle difficult or angry customers? 

o Very well 

o Well 

o Fairly 

o Poorly 

 

15. Do you think continuous improvement of customer service skills impacts off  

performance? 

o Yes 

o No 

 

 

 


