Customer Service Representative - 20 Assessment Report
John SamplePerson
December 11, 2025

ASSESSMENT RESULTS SUMMARY

Personality Assessment*

The following pages represent a report based on the results of a psychological assessment. The profile
presented below summarizes key results in each area compared against general population norms and
with norms for high performers in the type of job for which the candidate is applying (indicated by the

shaded areas). The candidate's score is indicated by the diamond symbol: L 2

Less Responsive Service —‘— More Responsive Service
Unreliable * Conscientious / Dependable
Insensitive —‘_ Sympathetic
Introverted _‘— Extroverted
More Pessimistic _‘— More Optimistic
Emotionally Reactive —‘— Emotionally Resilient

Aptitude Assessment*

Percentile Range
0- 10- 20- 30- 40- 50- 60- 70- 80- Top
10% 19 29 39 49 59 69 79 89 10%

General Reasoning X

ALL RESULTS SHOULD REMAIN STRICTLY CONFIDENTIAL

*Score interpretations follow on next page.
________________________________________________________________________________________________________________________________________________________________________|
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Page 1 Aptitude Scores Explained

Percentile Range

0- 10- | 20- | 30- | 40- |[50- |60- 70- | 80- | Top
10% | 19 29 39 49 59 69 79 89 | 10%
General Reasoning X

General Reasoning Score Breakdown by Question Type

GENERAL KNOWLEDGE/LOGIC—Demonstrates knowledge of commonly known facts and problem-solving ability.
Candidate scored 5 correct out of 11 possible questions.

MATH—Demonstrates knowledge of basic arithmetic operations and an ability to solve short word problems.
Candidate scored 9 correct out of 13 possible questions.

REASONING—Demonstrates ability to solve numeric, verbal, and spatial reasoning problems.
Candidate scored 4 correct out of 13 possible questions.

VOCABULARY/CLERICAL—Demonstrates grammar and spelling knowledge and an ability to see differences in
strings of alphanumeric characters. Candidate scored 6 correct out of 13 possible questions.

Explanation of Aptitude Scores:

The aptitude scores in this section reflect percentile rankings -- not percent correct on the test. With
percentiles, the average is the 50%ile. Half of the people score below this score and half score above it. As
another example, if a person scores 80-89%ile on a specific test in this report, it means that they scored as
well as or better than 80-89% of the norm group, but not as high as 11-20% of the norm group.

The lower the Aptitude score, we predict that the candidate will have difficulty learning new information and
making decisions. For example, if they are well experienced in their occupation, they may be able to continue
to perform well practiced tasks adequately but have difficulty learning new things. As such, they will need
additional training time and more support from supervisors. People who produce lower aptitude scores
generally prefer asks that call for specific responses rather than ones requiring insightful solutions. They are
also slower in processing information and are often easily overwhelmed by complex problems, especially ones
they have not dealt with before.

The higher the Aptitude score, the more we predict that the candidate will learn quickly, pick up a lot of new
information on their own without needing to be trained, handle a large information load easily, make
decisions in an efficient manner, and show a great deal of insight about how to solve new and complex
problems.

|
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Less Responsive Service —— More Responsive Service
Unreliable e ———ww==  Conscientious / Dependable
Insensitive —‘_ Sympathetic
Introverted _‘— Extroverted
More Pessimistic _.— More Optimistic
Emotionally Reactive _’— Emotionally Resilient

Score Interpretation: Personality Traits

The scores for each dimension measured in the assessment are summarized in the table, above. Once you
get familiar with how the dimensions are defined, you will be able to draw your own conclusions just by
looking at this score summary. The candidate’s score is represented by a diamond. The gray bars represent
the desirable range. Scores outside of the desirable range should be viewed as an indicator of potential
problems. Not necessarily "deal breakers" but issues worthy of additional investigation.

“Strengths”

Each score in the graphical display that appears in the desirable range will have a statement in the
“Strengths” section. Sometimes, a personality strength can also be a weakness disadvantage, depending on
job demands. So a particular score on the assessment might produce two statements: one in the “Strengths”
section and another statement in the “"Developmental Concerns” section.

“Developmental Concerns”

Each score in the graphical display that appears outside the desirable range will have a statement in the
“Developmental Concerns” section. Statements in this section reflect potential problem behaviors in the work
setting. They may describe personal characteristics that do not seriously detract from overall job performance,
or they may predict a critical concern. Each company and each job is a little different, so you need to read the
statements, then come to your own conclusion to determine whether a potential problem is a fatal flaw or

not.

Follow up interviews are always recommended in a “short listed” candidate to explore any questions or
concerns these test results suggest.
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Personality Assessment

Strengths:

e John has a strong customer service orientation. He will respond appropriately to the customer’s general
business needs and individual buying signals. He will strive to fulfill customer needs and expectations and
to provide a high level of service and customer satisfaction.

e John is generally dependable at work. John, however, also uses a fair amount of personal discretion and
judgment in deciding when and how he will fulfill his obligations to customers and duties to his employer.

e About average in terms of emotional stability and coping skills, he can deal effectively with most normal
forms of job stress and strain and not let his emotions undermine his job performance.

e He is very attuned to other people’s behavior and pays a lot of attention to their feelings and emotional
states. John is likely to be perceived by the people he works with as someone who is empathetic and
considerate. When they have problems, he will make himself available to assist them.

e John tends to be introverted and is not one to waste words or engage in much casual, extraneous
conversations in the workplace. He functions comfortably in situations that do not require extensive
interaction with others.

e He is fairly attentive to what goes on around him and often keeps a close watch on situations that could
be problematic. John will not be deceived by false promises or blindsided by unexpected negative
developments. He will not rush to expend valuable resources on questionable projects.
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Developmental Concerns:

e John may need to be more dependable in the way he fulfills some job expectations and obligations. He
can sometimes act in ways that others, particularly customers, perceive as unreliable.

e He may have trouble coping with extensive or intensive job stress. He may not bear up as well under
heavy pressure as many others who hold this job.

e John may have difficulty viewing other people in a realistic, objective manner. His judgment may be
clouded by his own feelings and identification with them. John may give undue weight to the perceived
emotions of other people when determining what to do. Also, he may have difficulty both giving and
receiving criticism because of his sensitive nature.

e John may be uncomfortable with work tasks and settings requiring extensive social interaction. He may
sometimes be too quiet, impersonal, or reserved.

e He may occasionally be too suspicious, doubtful, or skeptical. John may, at times, be too prone to look for
the downside of situations as well as problems with other people.
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INTERVIEW QUESTIONS

After reviewing the assessment results for this candidate, you may want to conduct a structured
interview to further explore and clarify some specific concerns. The interview questions listed below
reflect areas of concern raised by the assessment results. You should keep asking questions until
you have gained confidence in your assessment of the candidate. You can use some or all of these
questions when interviewing the candidate. You will probably want to customize these questions to
best fit your style and what you already know about the candidate as well as the job for which s/he is
being considered. Most of these are behavioral description items which ask the candidate to
describe specific behavior on the job. Some additional probes which you might want to use with
individual questions are:

* When did this take place?

* What factors led up to it?

* What were the outcomes?

* What did others in the organization say about this?
* How often has this type of situation arisen?

DEPENDABILITY

® Tell me about a time when you were unable to fulfill a promise to a customer. [Probes: What caused
this? What were the outcomes? How did you feel about it?]

® \What do you do when you are running late for an appointment with a potential customer?

® What do you do when the wrong product is shipped to one of your customers?

EMOTIONAL STABILITY/RESILIENCE

® Tell me about a time when you had to keep on working despite having some problem or concern
weighing on your mind. [Probes: How long did it go on? How was it resolved? How often has this kind of
thing happened in the last six months?]

® Stress is a natural part of most work environments these days. Describe a situation where some
significant form of stress has impacted you on your job and how you dealt with it.

® Describe a situation where you learned to live with something stressful at work.

EXTROVERSION

® Describe a situation when your ability to communicate made a difference in the outcome of a project,
assignment, or task at work.

® Tell me how much time you would ideally like to spend each day in meetings and discussion groups on
the type of job for which you are applying.
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® All of us have different styles of interacting and communicating with other people . Describe a situation
where your style did not mesh well with that of another employee. [Probe: How did your styles differ?
What problems did this lead to? What adjustments did you make?]

® Give me an example of a presentation that you have made where the audience was not particularly
interested in the topic. What did you do? What were the results?

OPTIMISM

® Sometimes it helps to prepare for the worst and try to anticipate potential problems at work. Describe a
time when your concerns about possible future problems were justified.

® What would you say to a coworker whom you felt was being naive or gullible about some new job they
were considering? If asked, what advice would you give?

® How do you personally guard against unrealistically high expectations at work or being blindsided by
unanticipated problems?
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GLOSSARY OF TERMS:
TRAIT DEFINITIONS & SCORE INTERPRETATIONS

Customer Service Orientation—means striving to provide highly responsive, personalized, quality service to (internal and
external) customers; trying to make sure the customer is satisfied, even if it means going above and beyond the normal
job description or policy. Compared to low scorers, high scorers are more likely to be attuned to customer needs and
preferences, put forth more effort into addressing customer requests and concerns, and do more to increase customer
retention and loyalty.

e Dependability— refers to a person’s dependability in everyday work behavior, including honoring commitments and
making good on promises. High scorers tend to be punctual and reliable; they strive to honor commitments and do what
they say they will do in a manner others can count on.

e Empathy— refers to being sensitive and responsive to the feelings and concerns of other people. High scorers tend to
gain rapport with and sympathize with motives, needs, and psychological states of the people one works with. Low
scorers, on the other hand, can come across as unsentimental, indifferent, and even thoughtless in their interpersonal
interactions.

e Extroversion—a person’s tendency to be sociable, outgoing, warmhearted, gregarious, expressive, and talkative. High
scorers tend to exhibit these characteristics and to be more attentive to and energized by external stimuli, including
other people and social/interpersonal cues in the workplace. Low scorers are more introverted, quiet, focused, reserved,
shy, and inward-turning.

e Optimism—refers to a person having an optimistic, hopeful outlook, especially about problems, people, and the future.
People high on this dimension tend to be upbeat and have positive expectations for themselves, their work, and the
people they work with. People low on this dimension tend to be negative, pessimistic, skeptical, and often judgmental.

e Stress Tolerance/Emotional Resilience—a person’s overall level of adjustment, resilience, and emotional stability. High
scorers can function more effectively under conditions of job pressure and stress, whereas low scorers are less
stress-resistant, lose their composure more readily, and are more subject to negative emotions on the job.

The information contained in this report is Resource Associates, Inc. business information intended only for the use of the
individual or entities named above. If the reader of this report is not the intended recipient you are hereby notified that
any dissemination, distribution or copying of this report is strictly prohibited. If you have received this report in error,
please notify us immediately at (865) 579-3052 or by sending E-mail to info@resourceassociates.com.
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