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What to expect

Interviews for Customer Service Officer roles focus on how candidates handle real customer
interactions under time pressure, rather than abstract theory. Expect a mix of past-experience questions
and live scenarios, sometimes including a short role-play with the interviewer acting as a difficult
customer.

» Behavioural: Questions about past complaint handling, escalations or teamwork, used to check
how you've actually behaved in similar situations before.

» Scenario/situational judgement: Hypothetical or role-play situations, such as an angry customer
or a policy conflict, used to see how you think and communicate on the spot.

» Process: Questions asking you to walk through how you'd manage an inquiry from first contact to
resolution, testing your understanding of workflow and systems.

* Client-facing/communication: Direct assessment of tone, clarity and empathy, sometimes tested
through a short role-play exercise during the interview itself.

Most interviews start with a short screening call covering availability, shift flexibility and basic
communication style, followed by a panel or one-on-one interview with a team leader. Many include a
brief role-play or written scenario partway through to see how you handle a live situation, then close with
guestions about your availability and notice period.

1. Tell me about a time you had to deal with an upset or angry customer.

Why they ask

This checks whether you can stay calm, listen properly and de-escalate rather than getting defensive or
rushing the customer.

How to structure your answer

Use STAR: describe the Situation and what the customer was upset about, the Task you were
responsible for, the Action you took to calm things down and resolve it, and the Result for the customer
and the business.

Example answer

“A customer called furious because a refund they'd been promised hadn't come through after two
weeks. | could hear how frustrated they were, so | let them finish explaining before | said anything. |
checked our system, found the refund had been logged but not processed due to an error on our end,
and told them exactly what had gone wrong rather than giving a vague apology. | processed it while
they were still on the line and gave them a direct reference number to follow up if it didn't land in time.
They calmed down once they could see | was actually fixing it rather than just apologising, and they
thanked me before hanging up.”

2. A customer is demanding a refund outside our standard policy and is
getting more frustrated as you explain the rules. What do you do?

Why they ask

Tests judgement under pressure: whether you can hold a boundary professionally without escalating
conflict or making promises you can't keep.

How to structure your answer

Walk through your judgement step by step: what you'd say first to acknowledge the customer, how you'd
explain the policy without sounding robotic, what options you'd offer within your authority, and when
you'd involve a supervisor.



Example answer

“I'd start by acknowledging their frustration directly rather than jumping straight to the policy,
something like 'l can see why this is frustrating, let me look at what | can do." I'd explain clearly why
the standard refund doesn't apply here, but I'd also check if there's an alternative within my authority,
like a partial credit or exchange. If the customer is still unhappy and it's outside what | can approve, I'd
tell them plainly that | want to get them a fair outcome and I'm going to bring in my supervisor rather
than leave them stuck, so they know I'm on their side even though | can't personally override the
policy.”

3. Walk me through how you'd handle a customer inquiry from the moment it
comes in to when it's fully resolved.

Why they ask

This checks your understanding of the actual workflow, including channels, documentation and
escalation, not just your people skills.

How to structure your answer

Give a clear step-by-step walkthrough: how the inquiry arrives, how you triage and respond, what you
log in the CRM, and how you confirm resolution and close it out.

Example answer

“If it comes in by phone, I'd greet the customer, confirm their details and listen to the full issue before
responding, rather than interrupting to problem-solve too early. I'd check the CRM for their account
history in case this is a repeat issue. If | can resolve it on the spot, like processing a return, I'd do that
and confirm the outcome with the customer before ending the call. I'd log the interaction and outcome
in the CRM straight away, including anything relevant for the next person who picks up their account.
If it needs a specialist team, I'd explain that clearly to the customer, set expectations on timing, and
flag it for follow-up rather than letting it sit unattended.”

4. How do you keep track of customer information and previous interactions
when you're switching between phone, email and chat all day?

Why they ask

This is about your familiarity with CRM and knowledge management tools, and whether you can stay
organised across multiple channels without losing detail.

How to structure your answer
Explain your practical system: how you use the CRM as your source of truth, how you handle
note-taking during live calls, and how you prioritise when several channels need attention at once.

Example answer

“I treat the CRM as the single source of truth, so before | respond to anyone | check their history there
first rather than relying on memory. During calls | take short notes as we go so I'm not trying to
reconstruct the conversation afterwards. When I've got chat and email queues open at the same time,
| prioritise based on urgency and how long something has been waiting, and | make sure anything
half-finished is noted clearly so a colleague could pick it up if | got pulled away.”

5. Tell me about a time you had to escalate an issue you couldn't resolve
yourself.

Why they ask

This checks whether you know your own limits and can hand over an issue smoothly without leaving the
customer feeling dropped.

How to structure your answer

Use STAR: the Situation and why it was beyond your authority, the Task of managing the customer's
expectations, the Action of escalating clearly with the right information, and the Result once it was



handed over.

Example answer

“A customer had a billing dispute that involved a system error affecting multiple charges, which was
outside what | could adjust myself. | told them directly that | wanted to make sure it was fixed properly,
so | was going to pass it to our billing specialist team rather than attempt a partial fix. | documented
everything in the CRM, including exactly what the customer had told me, so they wouldn't have to
repeat themselves. | also gave the customer a rough timeframe for a callback so they weren't left
wondering. They appreciated knowing what was happening next rather than being left in the dark.”

6. How would you explain a delay or bad news to a customer, for example
telling them their order won't arrive on time?

Why they ask

This tests tone and clarity directly, since how you deliver bad news affects whether the customer stays
calm or escalates.

How to structure your answer
Demonstrate your approach to the communication itself: what you'd say first, how you'd explain the
reason without over-apologising or making excuses, and what you'd offer as a next step.

Example answer

“I'd be upfront rather than burying the delay in other information, something like 'l want to let you know
your order is going to be a couple of days later than expected.’ I'd give a brief, honest reason if | have
one, without making excuses, and then move straight to what | can do, like offering a delivery update
or checking if an alternative option works better for them. Customers generally handle bad news fine
as long as they don't feel like they're being managed or misled.”



