
Digital Outsource Candidate Assessment 
 

The assessment describes 5 different scenarios, please respond to each as if you were the Customer Service Host dealing 
with the customer via e-mail. 
Please respond to each scenario in German. You may type your response underneath each scenario. 
You need to respond to each scenario by solving the problem at hand without escalation to another department or 
manager. 
We would like you to think out of the box and be creative in your answers. 
There is no right or wrong answer, you can choose your own policies or processes to follow. 
You will be scored on grammar, spelling, punctuation and sentence structure but also on your Customer Service Skills. So 
please try to go the extra mile for your client and treat them with respect and try to retain them as a client. 
 
 

1. Company name: “We book 4 you” 
Type of Company: Hotel booking service that obtains a substantial proportion of the bookings through 
affiliated Internet sites. 
 
The customer contacting you is one of the affiliates to whom we recently paid $4500.00 as commission for 
referring guest to our booking service. 
We sent the payment by check and the affiliate is contacting us because it hasn’t arrived yet. 
The waiting time has now exceeded the couriers stipulated delivery period. 
As this is the first time that the affiliate is receiving payment from us he is irate and demands immediate action 
from you. 

 
 

2. Company name: “Buy R-US” 
Type of Company: Internet merchant site (similar business model to Amazon.com, selling books, records and 
other goods through the Internet) 
 
The caller received an invitation by email offering a free voucher to make the first purchase online but it wasn’t 
from our company. It was from someone using a similar name. 
We don’t offer free vouchers. 
The player says that he will report us to the UK advertising Authority for false advertising. 

 
 

3. Company name: “CT Daily News” 
Type of Company: News Portal in Internet.  
 
On one of our recent news dispatches we mentioned that pieces of glass were found in the spaghetti sauce 
served to a customer in Green Figs restaurant. 
The owner of the restaurant is now contacting “CT Daily News” for the third time demanding reparation because 
he insists that the incident we reported is just not true. 
He isn’t happy at all and is now threatening legal action against us. 
 
 

4. Company name: “Free-Mania” 
Type of Company: Internet based company where customers can use their emails to subscribe to our website 
and in turn we will send them promotional offers once every 3 days.  

 
There was a glitch in our system and a number of customers were sent the same email 200 times every 3 days.  
You are given a list of customers to contact to address the matter above and to see if we are able to salvage the 
situation. 
 
 

5. Company name: “Hunters-Paradise” 
Type of Company: We are an internet based company where customers are able to receive free gifts with every 
purchase made on our site.  

 
The customer was sent an email 2 weeks prior offering a chocolate gift basket valued at $200 with a purchase of 
$100.  
At the time the customer made the deposit the offer already expired and instead of getting the Chocolate gift 
basket valued at $200 she received a voucher valued at $80.  
The customer is very upset as she feels we scammed her into making a deposit and then changing the gift. 


