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Customer Service Interview 
Questions and Answers



What is a customer service representative or customer service agent?
A customer service representative is a professional who interacts with customers to handle 
complaints and process orders. And provides information about an organization’s products or 
services. A customer service representative can be contacted by telephone, email, or directly 
in a retail store location. They assist customers with issues related to their purchases or future 
purchases.

A customer service representative (or “CSR”) can sometimes be referred to as a customer ser-
vice agent. Or a customer service associate, customer service rep, customer care representative, 
and customer service specialist.

In your own words, how would you describe a customer service representative’s essential job 
function inside the business?
Answer: A customer service representative answers questions and resolves problems for a 
business’s customers or clients. When a client or customer calls the business, a representative 
will open the customer’s file in the company’s computer system. And look up recent purchase 
orders or client information. The representative will use this information to solve problems 
related to the products or services the customer is calling about. A customer service represen-
tative might deal with customers in-person, by phone, by email, or through a CRM software 
like Zendesk, Hubspot, or Salesforce.

What are the job duties of a customer service representative?
Answer: I’d say the key skills of a customer service representative are:

Acknowledge and resolve customer complaints.
Maintain a positive, empathetic, and professional attitude toward customers at all times.
Respond to customer inquiries and questions.
Assist with managing a team of junior customer service representatives.
Ensure overall customer satisfaction and high-quality customer experience.
Mark completed customer service requests through help desk software.
What are he job duties of a healthcare customer service representative?
Answer: I’d say the key skills of a healthcare customer service representative are:

Providing outstanding customer service to ensure repeat business.
Promoting our products and services to current and potential customers during regular cus-
tomer inquiries.
Ensuring all transactions are completed in compliance with federal, state, and local regulations.
What are the job duties of a retail customer service representative?
Answer: I’d say the key skills of a retail customer service representative are:

Follows instructions of supervisors and assists other team members in performing store func-
tions.
Assists in the training of store team members and other staff.
Demonstrates consultative behaviors in a retail environment to understand each customer’s 
individualized needs.



Provides an outstanding customer service experience by using consultative skills to anticipate 
customer needs, suggest alternatives, and find solutions to meet customer needs. Treating each 
customer as a client of the business.
What are the key skills you would look for in a customer service agent?
I would be looking for these key skills:

Persuasive speaking skills.
Empathy skills.
Adaptability skills.
Ability to use positive language and verbal communication.
Clear communication skills.
Self-control skills.
Responsibility.
Leadership.
What do you consider to be good customer service?
Answer: Good customer service fills gaps between what the customer wants and what our 
product or service cannot provide. When a customer feels satisfied and willing to continue 
working with us, they feel taken care of, assessed, and addressed. Simply put, they feel import-
ant. The customer feels attended. And they feel like their problems are important to the busi-
ness. This is true the customer problems are fundamental to the business.

What do you consider to be great customer service?
Answer: Great customer service is when the customer feels a strong loyalty after their interac-
tion with you. It’s more than simply showing the customer they are worthy but making them 
feel customized and tailored toward. It’s about actively listening to the customer, deciding to be 
proactive, and practice problem-solving skills alongside the customer. This process makes the 
customer feel “heard” and ensures that customer loyalty begins to play a part in the customer 
journey.

How would you work with the customer service manager?
Answer: It’s important to coordinate efforts with the service manager. Ensure that support 
requests are being answered on time to ensure that they are being answered according to brand 
standards. If new questions are asked, this feedback should be given to the manager to help 
decide a better script for the future.

What ways have you provided customer support in the past?
Answer: I’ve provided both virtual customer support and sales floor customer support. Each 
one required a different set of soft skills to ensure customers were satisfied. When looking back 
on my virtual or call center customer support experience, I utilized many customer support 
portals. I’m very grateful for receiving that training and experience. We used CRM systems 
like Hubspot, Salesforce, and more. On the sales floor, our skills and training were focused on 
obtaining “people skills” that allowed us to better listen to customers. And respond to custom-
er service requests.



How would you deal with an angry customer or unhappy customer?
Answer: It’s never easy to deal with a difficult customer. It’s important to quickly reverse the 
scenario and determine what is upsetting the customer, then figure out how to resolve that 
quickly. Then work your way through what the core issue is with the customer. This can be 
difficult when it comes to long wait times. But it can be addressed through rewards or compen-
sation.

Job Seeker Tip: It can be more helpful to turn this question into a short 90-second story. De-
scribing what you experienced in the past with a difficult customer and how you handled it. It 
can sometimes be better to tell a story versus repeating a good answer the interviewer may have 
heard before.

What is one customer service skill that is unique to you?
Answer: The ability to be empathetic to each situation and the customer. Knowing how a situa-
tion could make them feel and how that feeling is essential. I’d like to think that I have a greater 
ability than others when it comes to this. I’d say it’s because I try to practice visualizing myself 
in the other person’s position. And then trying to respond from there.

How do you ensure customer satisfaction?
Answer: Firstly, by simply checking with the customer to ensure they are satisfied. Asking ques-
tions, inquiring with the customer, and ensuring that they truly feel like their needs or issues 
have been addressed and resolved. This is a vital process to follow-up and inquire after the issue 
has been resolved.

What does customer care mean to you?
Answer: Customer care means the ability to represent our brand standards. And ensure the 
customer is clear on how that impacts their service, product, or our communication togeth-
er. This process brings a sense of customer loyalty and protects the brand’s image from being 
harmed through a bad interaction.

Why are communication skills important in the customer service representative role?
Answer: Communication is everything when it comes to customer service. The main part of 
customer service communication that is more critical is empathy. And the ability to fill gaps 
(through deductive reasoning) when the customer cannot be clear.

Behavioral Question: Tell me about an experience you had with a customer. An experience 
where you were unable to service the customer’s needs, and it turned into a difficult situation.
Job Seeker Tip: When the interviewer asks a “tell me about a time” interview question, it is a 
behavioral interview question. These questions are intended to test your soft skills and general 
competency for the role. It can give the interviewer an opportunity to predict the future “on the 
job” performance. There may be many behavioral interview questions asked for the customer 
service job interview. Since it shows your previous experience and ability to navigate tough 
situations. Behavioral interview questions are sometimes referred to as situational interview 
questions. Use the STAR Method.



Answer: It was during closing time at Best Buy, and we had a customer come in with a large re-
turn. But our return department was closed. This caused the customer pain because he needed 
to return the product that day before leaving for vacation. We couldn’t really handle the return 
without the credit card on file. So, we couldn’t have the customer leave their details for the 
following day. The customer became angry that the returns department left “early.” We decided 
to help him file the return online and then the next day completed the return, which solved the 
situation.

How do you collect customer feedback?
Answer: At the end of each interaction, we should be asking the customer what their service 
was like with me/us. Recording this and sending it along to our customer service manager. It’s 
important always to be improving the customer service position. And gaining insight into what 
our customers are expecting for the next time we speak with them.

How do you manage the customer expectations of customer service?
Answer: It’s important to tell the customer what I can and cannot help with. Certain situations 
and requests are not suitable for customer service. Managing those expectations upfront can 
mitigate complicated scenarios where the customer feels they can’t be taken care of.

How do you know you’ve satisfied a customer?
Answer: It’s all in the body language of a customer. Even over the phone, you can hear the tone 
of the customer. When you know you’ve helped them, their mood changes. If you don’t hear 
that, it might be best to ask a few more questions. And be sure that all of their needs have been 
appropriately addressed.

How do you know you haven’t satisfied a customer?
Answer: A customer will show their dissatisfaction through body language and tone of voice. 
When a customer isn’t fully satisfied, it is essential to give up on that customer. Ask questions 
like, “I feel like I wasn’t able to help you fully, what else can I do?” Or questions that can inves-
tigate what other needs the customer may have that they don’t feel comfortable addressing.

How do you coordinate customer service with other representatives?
Answer: It’s important to recap customer service calls and experiences at the end of the work-
day or workweek. This helps to make sure that the team is adapting to the customer’s new needs 
and learns ways to work together to address them. If a customer service representative has a 
positive outcome from a particular customer service event, we can learn from that and adapt 
quickly.

What do you do when a customer gives you positive feedback?
Answer: The process of accepting positive and negative feedback is the same. We must look at 
this feedback objectively, learn what went well and what didn’t go so well. Keep the methods 
that went well and then adapt and change those that didn’t work as expected. This is the best 
way to take feedback. It is about always choosing to evolve and grow.



What do you do when a customer gives you negative feedback?
Answer: The process of accepting positive and negative feedback is the same. We must look at 
this feedback objectively, learn what went well and what didn’t go so well. Keep the methods 
that went well and then adapt and change those that didn’t work as expected. This is the best 
way to take feedback. It is about always choosing to evolve and grow.

Tell me about a time you demonstrated great teamwork.
Answer: I was working in a previous retail setting. And there was a customer who had asked 
me a question that I wasn’t familiar with. I wanted to answer the question for the customer. But 
noticed that all associates were busy occupied with other customers. At that time, I decided it 
was best if I could ask for help. I asked our store manager, who was occupied, but I mentioned 
this would be an important skill for me to learn. And he/she understood and moved forward 
with helping me. This is an example of great teamwork. Because I wanted to learn and was 
aware of my surroundings. And wanted to make sure every associate was working efficiently.

Tip: A behavioral interview question. Use the STAR Method.

Do you have any prior customer service experience?
Answer: Yes, I do. In my previous role, I was interacting with customers on the sales floor. We 
didn’t have much time to speak with the customer. Often, the customer was in a rush to make 
a buying decision and then move on. With this type of interaction, I found it best to ask a few 
questions to customers. And then help give guidance on what products or services might fit 
them the best.

What is your preferred method of correspondence/communication regarding customer service 
or customer support?
Answer: When it comes to customer support, interacting in person is the best. When that’s not 
available, speaking by phone is the second-best option. And then email and customer support 
tickets would be the least favorite option. This is because customer service is done best by lis-
tening to the customer and determining the best next steps. It can help to hear the customer’s 
voice and try to figure out what exactly they’re saying through active-listening skills.

How do you keep yourself motivated in a role that can often seem repetitive?
Answer: It’s important to remember there is always something exciting in a repetitive job. For 
me, I find myself comfortable with the routine. Not confused as too much comfort in a job 
and then losing interest in it. I like to be able to assist others, help others, and hear a satisfied 
customer. For me, personally, I find motivation in this routine, rather than finding disappoint-
ment.

What Customer Relationship Management (CRM) software are you familiar with?
Answer: I’m familiar with Zendesk, Hubspot, and Salesforce. Those are the primary services 
and software that I’ve used. However, I’m comfortable learning new software. I’ve found that 
most CRM systems are fairly similar. And provide customer support agents with a similar 
setup in terms of the general features, relationship management features, and support ticket 
queue system.



Are you confident in utilizing multi-line phone systems?
Answer: Yes, I’ve used a switchboard in the past. But I’m comfortable with Cisco Systems, 
which happens to be the most common, in my experience.

What is your strategy for managing your call volume, follow-ups, internal responsibilities, and 
other time-sensitive duties?
Answer: I try to block out time during the day. I like to call it “small, medium, and large.” But 
this refers to the idea of blocking out portions of the day to designate toward particular needs. 
Whether it’s about dealing with call volume during expected times like in the morning or 
during lunch hours. Or dealing with internal responsibilities. I find myself creating a routine, 
evolving that routine, and ensuring that daily needs are met with weekly needs, and so forth.

What do you like/dislike the most about customer service?
Answer: It can be tough to let a customer down. Or know that we could have done better. I’ve 
found its best not to project onto others. And if there’s a failure to address a customer’s needs. 
Then that is on ourselves. And we need to perform a retrospective to determine what could 
have been done better. In this process, we can also address what went right. And try to do more 
of that. I firmly believe in the retrospective process, which is borrowed from the agile software 
development methodology.

Why do you want to continue working in customer support?
Answer: I’ve found that I’m superb at it. I’m very comfortable helping others. And I find a per-
sonal passion for being able to resolve issues for others. I believe these skills will translate into 
any future job that I might have, including running my own business or working with another 
business. Customer service is provided by nearly all companies across the United States. I feel 
the more involved I get in this portion of the business, the higher demand I might be able to be 
in.

Do you see customer service and customer support as a requirement in future business?
Answer: I see technology having some impact on customer support. But if we look at the fi-
nance industry as an example, we can see that automating customer support doesn’t work that 
well. Customers are speaking into their phones, trying to determine the appropriate next steps, 
and it becomes frustrating. I believe the best strategy is to connect the customer with a real 
person as soon as possible. And try to resolve their issues.

How would you rewrite this automatic reply to a customer?
The reply, “Thank you for reaching out to our team; one of our reps will get back to you shortly. 
Have a wonderful day.”

Answer: I would rewrite it like so, “Thank you so much for reaching out to the Apple Inc 
customer support line. We take every inquiry and call seriously. And want to address every 
problem that our customers feel. Due to the large volume of requests that we receive each day, 
it may take us 24 hours to 48 hours to respond. Please provide us some time to look into your 
request, determine the appropriate party, and respond with kindness as soon as we possibly 
can. Thank you so much, and have a wonderful day.”



What is the process of “de-escalating” an angry customer?
Answer: This is when a customer has a problem feeling frustrated or upset about. And when 
coming into the customer service interaction, have emotions tied to the expectations of the 
interaction. It’s never best to respond with anything but kindness. We should try to empathize 
with the customer, explain to them that we hear their frustration and pain, and get it. And say 
something along the lines of, “We really understand this a problem, I hear your pain, we are 
not proud of this. And we need to resolve this problem immediately. Can you please provide 
me with the time to be able to help you address this situation? I’d really like to be able to assist, 
and I will do everything in my ability to resolve this for you.”

What name should you provide when working with customers?
Answer: While I can understand that some representatives may not want to share their real 
names. I feel that this doesn’t begin the conversation with a customer on an honest level. Two 
options are dependent on the company policies. A fake name that is US-based or your real 
name if the last name isn’t given. You want to come across as friendly and real, so using a name 
they are familiar with is vital.

When should you alert your product or management team about an interaction that you’ve had 
with a customer?
Answer: There’s a couple of instances where alerting the broader team is important. Particular-
ly when the customer wants to cancel or close out their relationship to the company offerings. 
This is critical information for the broader management team. And at what rate that is happen-
ing is also important. For example, if we see an acceleration in support requests and an acceler-
ation in the desire to cancel certain services. That information should go to leadership. Cus-
tomer support can play a critical role in uncovering new business potential or understanding 
how to serve our customers better. Utilize this. And it is up to us, the representatives, to move 
these opportunities forward. And present them to the correct teams.


