
Skills Sheet
Key skills of a good Customer Service Representative

1. People-First Mindset
By having a people-first mindset, customer service representatives will be more patient when dealing with difficult customers and customers with poor communication skills. 

2.  Effective Listening Skills
Effective listening is more than making an effort to clearly hear what the customer is saying. It’s about paying close attention to truly understand and better address their concerns. 

3. Excellent Problem-Solving Skills
Agents with good product knowledge and problem-solving skills should have the confidence to address customer inquiries effectively and adequately throughout the day.

4. Flexible and Adaptive
Not everything goes according to plan. Sooner or later, customer service agents will encounter a case they may not be prepared for. The more flexible ones will thrive in this fast-paced and ever-changing environment. 

5. Ability to Work Under Stress
Customer Service Agents encounter significant stress during the work day, stress from targets, irate customers, thinking about complex queries, writing lots of support tickets, etc. 

6. Strong Time Management Skills
CSAs must also prepare reports, update accounts information, and file documents, all within time constraints. 

Day- in-the-life 
WELL ….IT’S JUST AS THE JOB DESCRIPTION SAYS…….
1. There will be no selling, or cold calling, booking appointments for the business administration sector
2. Clients change weekly or monthly so there will be different products/services 
3. Lots of outbound and inbound calls, resolving customer issues 
4. Taking customer orders
