Building Rapport Lesson
Suggested Quiz Questions

Below are suggested quiz questions for the Building Rapport sample lesson. You may choose any or all questions from this list, or create your own. The correct answer for each question is highlighted in bold.

Building trust involves convincing customers that you are on their side and the right person for the task:
· Yes
· No

Which of the following are most important when building rapport?
· Be relatable and respectful
· Be positive and relatable
· Be positive and kind
· Be relatable and efficient

Being relatable can be accomplished by exploring common experiences or backgrounds, true or false?
· True
· False

Strictly following the script is another good method for being relatable, true or false?
· True
· False

When faced with multiple tasks, you should always attempt to do the following:
· Attack the toughest challenges first
· Solve easy things first; rack up quick victories
· Ask the customer for input on the sequence
· Complete the tasks in the order they are encountered

When selecting words to use in response to the customer, the following is best:
· Use the customer’s descriptive words
· Use words that suggest counseling or advising
· Use the words that are most comfortable to your personal style

[bookmark: _GoBack]Choose the best example of championing your customer’s issue:
· “What you need to do is _____. Ok?”
·  “Let’s do this; let’s _____. Sound okay?”
· “What I need you to do is _____. Can you do that?”

