
Customer service can make or break a business 

provides insight into the competencies that are 

measures behavioral traits that are associated 
with top performance. Combining decades 

of research into the predictors of customer 
service performance with data examining 
the diff erence between customer service 

the CS AP contains many scales that relate 
to performance for a range of customer 

their customer service roles while also helping 
individuals to reach their customer service 
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When used as part of a comprehensive 

minimize the cost of training resources and 
lost customers associated with poor hiring 
decisions. When used in the context of 

strengths and weaknesses in terms of customer 

an individual can learn how to leverage their 
strengths and work on their development areas 
in order to succeed in a customer service role.

The CS AP consists of 65 items using a 6-point 
response scale. It takes approximately 10–15 
minutes to complete the CS AP, but there are 

suitable for individuals 18 years of age and 
older. The CS AP has excellent psychometric 

users to be confi dent in the use of the CS AP 
for many customer service–based personnel 

training, and development.

The core of the CS AP are 
the seven customer service–
related competencies that  

measures:

Customer 

Sociability

Self-Confi dence 

Upselling 

Achievement Composure 

7
COMPETENCIES
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