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Using This Workbook Preface

This Workbook is intended to assist a person in preparing for the AT&T Technical/Mechanical
Test Il {TMT II. It consists of six Sections.

Section 1 is “Preparing for the Test”. This section offers suggestions to prepare
the person for “test day”. Suggestions range from how to relieve stress to what
materials to bring to the test, to helpful suggestions on how to approach the
test.

Section 2 through Section 5 each contain 50 examples of the types of questions
that may be seen on the actual TMT Il test. Each section is progressively more
difficult with Section 2 being the easiest, and Section 5 being the most difficult.

Section 6 contains the answers to the questions in each section.

To best simulate the actual test you will have 50 minutes to complete each question section.
Do the best you can but stop at 50 minutes.

Check the number of correct answers using the answer sheets in Section 6,

Review the questions that you did not answer correctly. If they are all of one or two types you
need to review that area for better understanding.

If the guestions are of several types you may need to check each question to see if you read
and understand the question correctly.

If you did not complete all 50 questions note the number that you did complete. Asyou
practice and are comfortable with each type of question you should be able to complete the
questions faster.

Start with the questions in Section 2. Once you are comfortable with Sectior 2 proceed to
Section 3 and so on.
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TECHNICAL /MECHANICAL
TEST W (TMT II)

Preparing for the Test



WHAT CAN1DO TO PREPARE FOR THE TEST?

At AT&T, our goal in testing is not to cause you to fail; rather, our intent is to set our
employees up for success. Remember, we succeed when you succeed. The best way for you
to succeed on a given test is to adequately prepare.

Here are some tips to help you prepare:

¥ Gatherresources (books, articles, other materials, etc.) that cover the areas measured
in this test

v" Study the information carefully Seek out others who have knowledge in thisarea and
may be able to assist you

v Get a good night’s rest the night before your testing session

¥ Eata well-balanced meal an hour before testing

It is important that you have an understanding of the material presented in the study guide
or obtained through independent study.

WHAT CAN | DO TO PERFORM MY BEST ON THE TEST?

Read questions carefully.

Think - reason out your answer.

Answer questions you are sure of first.

Reject immediately those answers you know are incorrect.

Don't change your answers unless an obvious mistake has been detected.

Be aware of the time (make a mental note of the time when the test begins and pace
Yourself)
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Section 1

Preparing for the Test

Before the Test

Make sure you are really prepared. Sometimes you'll feel ready for a test but realize, too late,
that you're not as prepared as you thought.

If this happens, you may not be studying correctly or studying enough.

Revise your study habits as needed, but make sure you do other things too. If you study for
too long you will become unfocused. Make sure you take regular breaks.

Night Before the Test

* Go to bed early the night before the test. It is recommended that you go to bed an hour
earlier than you usually do. A good nights sleep will help you focus better tomorrow.

Test Day
* Have breakfast the day of the test. It's hard to concentrate when you're hungry, also
breakfast provides you with nutrients that give you energy to keep your body and your brain

active.

* Walk to the test site if possibly, or park far enough away to have a brisk wa lk. This will help
you to relax before the test.

* Breathe deeply several times, inhaling through your nose. Hold your breath 3 -4 seconds and
slowly exhale though your mouth. If you feel nervous or anxious during the test repeat this

exercise,

* Bring at least two pens/pencils with good erasers, a calculator with enough batteries and any
other resources that you are allowed to bring.

* Bring a watch to the test so that you keep track of the time and better pace yourself.
* Keep a positive attitude throughout the whole test and try to stay relaxed.

* When you first receive your test, do a quick survey of the entire test so that you know how
to efficiently budget your time.

* Do the easiest questions first.



Section 1

Test Day (continued)

* Don't stay on a question that you are stuck on, especially when time is a factor. You can
come back to it at the end of the test if you have time, and later questions may help you
recall the answer to the one(s) you skipped.

* Pace yourself, don't rush . Read the entire question and pay attention to the details.

* Ask for clarification if you don't understand what they are asking for on the test.

* Write legibly. If the grader can't read what you wrote, they'll most likely mark it wrong.

* Always read the whole question carefully. Don't make assumptions about what the question
might be.

* Act like you are the only person in the room. Don't worry if others finish before you. Focus
on the test in front of you.

* If you have time left when you are finished, look over your test. Make sure that you have
answered all the questions. Only change an answer if you misread or misinterpreted the
question because the first answer that you put is usually the correct one. Watch out for
careless mistakes and proofread your essay and/or short answer questions.

* Double check to make sure that you put your first and 13st name on the test.

~

e et Nt

[—

- M, E O, T ™™ ™M™ M ™
O e A R A el A B B L e wa ] N



Customer Service Guide
With Scenarios




Introduction

This booklet is to help you prepare for meeting the customer. The information and scenarios
within are some of the more common situations with which you may be confronted.

As a Technician you will, most likely, be the first representative of the company that a customer
will meet face to face. Therefore it is necessary that you represent the company with the best
possible image and attitude. To the customer, YOU are Customer Service. Your job is to help the
customer by:

Being on time — The customer is given a time window for your arrival. If for some reason
you find that you will not be able to meet the given time, call the customer. Let them
know that you will be late give them a new time. Ask if this new time is acceptable.

Always be courteous — The customer is looking for a good experience. Your attitude will
go a long way in meeting this expectation. Be courteous even if the customer is not.

Train the customer on any new equipment, services, etc. — Any time that you install new
equipment or service you will need to train the customer. Make sure that you know the
equipment or service well enough to train the customer and answer any questions that

they may have.

Fulfill the customers’ service request needs — Be prepared to complete the service
request as submitted by the customer.,

Answer any questions that the customar may have - Know your equipment, services and
procedures and answer customer’s questions in a positive manner,

While in the Customer’s Home
When in your home you can do whatever you want. In the customer’s home there are a few
“Golden Rules” to follow,

bo

Wear clean clothes without rips, tears, etc. — Presenting a neat appearance starts the
visit on a good note. Just as important is assuring that your clothes are clean. This will
help to avoid getting dirt, grease, etc. on the customer’s furniture or carpet.

Make sure your shoes are clean or wear “booties” over them — This helps to avoid
tracking mud, dirt, etc. in to the customer’s home. If you go out and back in check your
shoes or put “booties” on each time.

Keep a positive attitude — Even if the customer is angry, upset, etc. maintain your
positive attitude. Your attitude can help change the customer’s attitude. Your attitude
will be remembered by the customer.
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Speak with your “inside” voice — Speak quietly. The customer may have pets that could
get upset by loud voices. There could be someone asleep, studying or on the phone in
another room. Or the customer simply does not like loud voices.

Listen closely to the customer — Listen to what the customer is saying. Do not interrupt.
Only by listening to and understanding what the customer is saying will you be able to
answer the question.

DON'T
Don't use profanity — Many people find this offensive. Even if the customer is using
profanity you should not.

Don't pay attention to, or comment on the furniture, ciutter, etc. in the home - Your
comments, even though good intentioned, could embarrass the customer,

Don’t argue with the customer — Never, never argue with the customer. You are
representing the company and arguing could negatively impact the customers
experience and damaged their relationship with the company. :

Don't talk negatively about your company- Keep a positive attitude toward the company
and work to give the customer a good experience. If the customer talks negatively about
the company you should not agree or disagree with the statements.

Don't gossip

e Best Case Scenario

Technicians have the opportunity to influence customer expectations each time they deal with
a customer.

Many instinctively paint a rosy picture with a best-case scenario. They promise guick service, or
offer to talk with their boss to get a “better” deal. This makes customers feel good for a
moment. Then later they are disappointed when their high hopes go unfulfilled.

It seems counter-intuitive, but a better strategy is to give customers an honest scenario. It may
wind up delighting them.

Think of a time when you were the customer and were told the service being provided would
take one to three hours to complete, The wait may have seemed endless. After the first hour

you started getting anxious. The technician was working diligently. Actually the work is still on
time if it takes the full three hours. But you feel it is late.

This happens because customers hear the best-case scenario. This usually occurs when they are
not given clear expectations. Promise a customer that you'll “get right back to them” and they



may expect a response within minutes, even if you meant hours. Try to be as specific as
possible with your response. If possible add a timeline.

Agree to check with your boss on a special request and “see what we can do,” and your
customer will believe it’s going to happen, even if it probably won't,

High expectations can very well lead to disappointment and can affect the customers’
experience in a number of ways.
» They might actually think work is taking too long.
* They might be disappointed by a technician who doesn’t empathize with their
anxiety.
¢ They might contact customer service complaining about the “long” wait, causing
unnecessary call loads in customer service.

Setting more specific expectations with customers is a more successful strategy. It works on the
old principle of “under promise and over deliver”.

Here are a few examples:

When quoting work times:

Don’t say: “Your installation will take in one to three hours.”

Say: “It can take up to three hours to complete the installation.”

The customer will expect the work to be completed by hour three not hour one. If the work is
completed sooner the customer will be even happier.

When promising responsive service:

Don’t say: “I'll get right back to you.”

Say: “I'll get back to you no later than (specific time).”

The customer won’t be anxiously waiting for an immediate response. They can relax and go
about their day. The key is to respond on time. Then everything will be fine. If you can respond
even sooner it will show your customer that their needs are a high priority.

If you know something isn’t going to happen:

Don’t say: “Let me check with my boss and see what we may do.”

Say: “It’s unlikely to happen, but I'll check with my boss to be sure. Let’s consider other options
just in case the answer is ‘No’.”

Your customer won’t expect miracles. By changing the conversation to focus on what is possible
you can also aveid potential anger.
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¢ | Don’t Know
[t can happen.

The customer has asked you a question that you cannot answer. You may have forgotten the
answer, you may never have known the answer or your focus is on the installation and you just
cannot “find” the answer quickly. This happens to all of us. It is not the end of the world. Don’t
make excuses or try to cover up not knowing. Simply tell the customer that you do not know
the answer, BUT you will find out right now.

e Call for No Service or Poor Service

Most customers expect their equipment to work forever and their service to be uninterrupted.
Sure this is unrealistic, but that will be the situation that you may face. If so, you must show
empathy. This means that you must show that you understand how they feel, and you share
the frustration and emotion of the customer.

Let them know that you share their concern and will “fix” their problem as quickly as possible.
(See “Best Case Scenario”.)

s Over Your Shoulder

You may have customers that want to “hover” over you while you work. Sometimes they may
just be interested in what you are doing, or may be watching to assure you are actually
working. Some of these customers may offer advice on how to do the work or mention they
once read an article on how to do the work. Most of these customers mean well and may just
want to be “involved”.

Things to not say to the customer:
¢ Don’t you have something better toc do?
e | know my job, just leave me alone,
e Yeah, [ heard that but it's a bunch of baloney.

Here you may want to empathize with the customer. Remember most of them are only looking
for a little conversation or a little attention/recognition. You may want to try:
e Ask a couple of questions about their knowledge. Don’t try to catch them in a mistake or
belittle their knowledge. Just a little friendly conversation.
e If they quote some article or website simply ask if they can send you a link so you can
take a look at it.

The customer may say they have a “better” way of doing the job. Don’t “shoot” them down on
the spot. You can simply say that you have a “standard” way of doing the job, but their idea
sounds interesting and you will discuss it with your supervisor when you return to the office.



e Non English Speakers

Many customers are not native to this country. As such they speak English as a second or even
third or fourth language. It is your responsibility to make every effort to understand the
customer.

Don’t say things like:
e |can’t understand you.
® You'rein America; you should learn to speak English.

You need to stay calm and maintain a sense of humor. You can do several things to make sure
that you are understood and that the customer understands you.
e Speakslowly and in a calm voice, don't raise your voice.
e Use simple, easy to understand words. In some cases you can eliminate adjectives and
stick to nouns and verbs.
e [f someone in the household speaks and understands English better you may ask for
them to help with the conversation.
e Ask questions to assure understanding. If necessary, ask for the customer to repeat the
information back to you.
Above all ........ Be Patient.

e Angry Customer

There are many reasons that a customer may be angry.
You may be late
Their service is cut or equipment is not working
They may have some other situation that has made them angry

It may not have anything to do with your visit, but you are the one that will have to deal with
their anger. You will have to apologize in order to begin to lessen their anger. The apology must
be sincere.

Again empathy may be your best approach. Say something like, “Please share with me what has
upset you and how may | be of assistance?” Listen to their response and reply “l understand
how that upsets you.” This helps the customer to realize that you are on their side.

If you or the company is the reason for the anger the best approach is to accept responsibility
{apologize). Ask the customer what you may do to resolve the situation.

Sometimes no matter how hard you try, you just cannot totally calm the customer down. In this
situation simply do the best job you can, as quickly as you can.
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* When You Are Leaving

Leaving the customer correctly is as important as your first greeting. Both will help the
customer to have a better experience, even if it was a trouble call.

A good “closing “comment could be “I am glad that we were able to assist you with your.............
Is there anything else | may help you with before | go?”



gocdouogogogocogogogcgogoggoo0ogog00o000000000000000000000U



