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Customer Service Representative Il (CSR Il) Test Battery

The CSR Il test consists of various sections and simulations administered and scored in a
computer-based format. The CSR Il test was developed to aid in the selection of Customer
Service Representatives at energy companies. Seven electric companies nationwide participated
in the project to develop and validate CSR I, which was sponsored by the Edison Electric Institute
(EEI. As part of the research effort, over 1,000 job incumbents took the test, and supervisors
provided research-only performance ratings. This research resulted in a comprehensive test
battery designed to predict candidates' chances of success in Customer Service Representative
jobs.



The CSR Il test consists of five components: self-description, keyboarding , a customer interaction
simulation, a customer chat simulation, and an email inbox simulation. The test takes
approximately one and a half hours to complete with a maximum time limit of two hours.

1. Self-Description - This component of the CSR Il test is split into two sections with a total of
72 questions. The questions in these sections ask about candidates’ behaviors, attitudes, and
opinions on several topics. Each section has a 7-minute time limit.



2. Keyboarding. This component assesses a candidate’s skill in keying information. It has two
parts, each with a 5-minute time limit:
a) Read and Type: Requires the candidate to type the information they see on the screen.
b) Listen and Type: Requires the candidate to listen to customer calls and type what they
hear.



3. Customer Interaction Simulation. This component requires candidates to listen to customer
calls and answer questions based on the customer’s needs by navigating through customer
account information and company policy reference documents. The simulation assesses a
candidate’s effectiveness in responding to customer calls, their ability to perform basic
arithmetic, and understand written information. There are three customer calls to respond to
with a 40-minute time limit.



4. Customer Chat Simulation. This component simulates interactions with customers via chat
and requires candidates to answer questions based on these interactions. The simulation
assesses candidates' effectiveness at interacting with customers, their ability to perform basic
arithmetic, and identify proper spelling and grammar. There are two customer chat scenarios
with a 16-minute time limit.



5. Email Simulation. This component simulates an employee’s email inbox and requires the
candidate to read, interpret, and answer questions as emails are received. This component
measures a candidate's ability to perform basic arithmetic, reason logically, comprehend
written material, and identify proper spelling and grammar. There are six emails with a 20-
minute time limit.



Scoring of the CSR |l Test Battery

The test components are scored automatically by the computer program and combined into an
overall test score called an Index Score. These scores range in value from 1 to 10 for each
competency measured by the test. The Index Score provides a prediction of overall effectiveness
in customer service representative jobs in the energy industry and is used to determine the

probability of success or failure on the job. As such, it can differentiate between potentially
effective candidates and those individuals less likely to succeed.



