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Assessment Fact Sheet

Overview The Customer Relationship Management (CRM) Navigation test assesses candidate interactions within
a real-world desktop environment by providing a workspace that simulates multiple customer service
based applications running on a Windows XP desktop.

The Customer Relationship Management (CRM) test measures the candidate's ability to minimise,
maximise, and resize application windows, navigate and select items within open applications and
tabbed windows, toggle between multiple screens, copy and paste data, type text accurately, edit typed
text, and use multiple applications to search for and associate information.

Job Level Entry-level

Job Family/Title Call Center Representative
Details Allowed Time (minutes) 25 minutes

Number of Questions 26 questions

Number of Sittings One

Designed for Unproctored Environment Yes

Question Format Simulation

Product Category Call Center

Knowledge o . .

. ) RM N he foll :
Skills, Abilities C avigation measures the following competencies
and _ e  Computer comprehension
Competencies o

Measured e Computer navigation

e Basic computer literacy
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Example
Questions

Enter Search Criteria | Search

Acct Number |1 ast Name First Mame |55 last 4 [Zip Code ~
John

| [248-001-51 Adams 2165 10000 —]
248-435-22 Alexander Scol 1543 32433
» M ark.
| |248-435-20 Anderzon Thomas FEEF
248-390-01 Bailey Timathy 5525 53075
: 247-303-20 Baker Craig 2155 E37E3
249-455-29 Barnes Patricia 2135 21222 -

View Selected Account |

Find Account J\ Account D etails l Account Biling l Maotes

Inthe CAM application, use the Account Billing tab to display the Policies window.

« Polisies List Home

FINANCIAL CARE POLICIES

Collections
Past Due Accounts
Past Due Accounts- ndividual
Past Due Accounts- Corporate

Information
Telephone Numbers
Account Activations
Billing and Financial Centers

Billing
Billing Procedures

Bill Processing-Indivichial
Bill Processing-Corporate

Suspended Accounts- Individual
Suspended Accounts- Corporate

Other Contact Information
Corporate Headguarters

Account Terminations
Collection Policies
Collections Action Paths-

Incfivical
Collections Action Paths-

Corporate

Support
Technical Support
Customer Suppaort

Adjustments
Fee Waivers
Billing Errors
Billing Contact
Information
Billing Adcresses

se the Policies list to determine the action steps for an individual account thatis 75 days
past due, then type the action into the Notes section dated 61312005 for the selected

account.
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Example
Reports

Score Summary: 87.9

Total Mumber of Questions: 26
Murnber Correct: 29
Murmber Incorrect: 4
Nurnber left Blank: 0]
Score Comparison:
Company Wide Comparison: 1 Scores.
Ayerage
Score 87.9
Time {mm:ss) 20:49
System Wide Comparison: 1845 Scores.
Average
Score 7.7
Time {mm:ss) 17:37
Time Summary:
Time Taken {mm:ss): 20:49
Started on: 8/11/0511:16 &AM
Completed on: 8/11/0511:238 AM

Analysis By Job Skill:
Copying data_bet'.-.'een Programs or 5 ¢4 coract (75%)
application window
Editing typed text 2 of 2 Correct {100%)
Selecting items from multiple screens o
or tabbed window 2 of 3 Correct (66%:)
Resizing application windows 2 of 2 Correct (100%)
Pasting data l;et'.-.'een Programsor 4 ¢4 correct (100%)
application windows
Using multiple applications to search
for information
Associating information found in
multiple applications
Mavigating within open applications
or tabbed window
Minirmnizing/Maximizing/Restaring
application windows

2 of 2 Correct {100%)
2 of 2 Correct {100%)
3 of 2 Correct (100%]

4 of 4 Correct {100%)

Typing text accurately 2 of 2 Correct (100%)
Moving open application window 1 of 3 Correct {33%)
Toggling between multiple screens or

fe¥a
tabbed window 2 of 2 Correct (100%)])

High
87.9
20:49

High
100.0
35:00

Low
87.9
20:49

Low
0.0
05:43
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