
 
 

2020 State Contest  
 

CUSTOMER SERVICE 
Description 
Evaluates students' proficiency in providing customer service. The contest involves live, 
role-playing situations. Contestants demonstrate their ability to perform customer 
service in both written and oral forms including telephone and computer skills, 
communication, problem-solving, conflict resolution, and business etiquette. 
 
Note:  Please check the provided links for updated contest information and the 
SkillsUSA National Technical Standards 

● SkillsUSA Championships Technical Standards 
● Contest Updates 

 
Clothing Requirements 
All contestants are required to be in the official dress of SkillsUSA: Class A - SkillsUSA 
Formal Attire 
 
Official Attire for Men: 

● Red SkillsUSA blazer, windbreaker, or sweater 
● White dress shirt 
● Plain solid black tie 
● Black dress slacks 
● Black dress shoes 

 
Official Attire for Women: 

● Red SkillsUSA blazer, windbreaker, or sweater 
● White collarless or small-collared blouse or white turtleneck (Collar must not 

extend over the blazer lapel or the sweater or windbreaker) 
● Black dress skirt (knee-length) or black dress slacks 
● Black shoes 

Clothing Classifications 

All SkillsUSA California contest projects are subject to change due to any unforeseen facility, staffing or site-related 
issues. Please use these materials as a reference to prepare students for the potential contest project. SkillsUSA 
California regional and state contest projects are developed by state technical committee members to align with the 
national technical standards. 
 

https://www.skillsusa.org/competitions/skillsusa-championships/technical-standards/
http://www.skillsusa.org/compete/updates.shtml
https://drive.google.com/open?id=1gXGKcpDXrDH5Rhj6yY4-xtWj8jbMEifm


 
Scope of the Contest 
You will be role-playing a customer service representative from a company. Please 
study the scenario information that will be given to you when you arrive at the contest 
site so that you will be ready to start the demonstration as soon as you enter the room. 
You are expected to be familiar with the company’s policies, procedures ad services 
before you enter the competition room. 
 
Knowledge Performance 
The contest involves a written knowledge test. Knowledge of the competencies outlined 
below will be assessed during the written knowledge test. Written assessments may 
also be given during the skill performance portion of the contest. 
 
Skill Performance 
The contest involves live, role-playing situations that demonstrate the ability to perform 
customer service skills selected from the following list of competencies as determined 
by the SkillsUSA Championships technical committee. 
 
Contest Guidelines 

1. Contestants should expect to use all aspects of the skills listed in Standards and 
Competencies. Customer Service 2020 A scenario will likely involve multiple 
situations occurring simultaneously (e.g., one customer may be engaged in a 
telephone conversation with the contestant while another customer is walking 
through the door for face-to-face interaction) 

2. Judges will serve in the role of the customer(s). 
3. Contestants will be required to attend an orientation meeting where a written test 

will be given. At this meeting, contestants may be given reporting times. 
4. Contestants must report to the contest area 30 minutes prior to their scheduled 

reporting time to check in with contest officials and receive final instructions. 
5. A scenario will likely involve multiple situations occurring simultaneously (e.g., 

one customer may be engaged in a telephone conversation with the contestants 
while another customer is walking through the door for face-to-face interaction). 

6. Judges will serve in the role of the customer(s). 
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https://www.skillsusa-register.org/CRC/contentTECH/O/CustomerService.pdf


 
Judging Criteria 

● Greeting and Introduction 
● Voice (Pitch, Tempo, Volume). Remember, if the judges cannot hear you, they 

cannot score you.  
● Mechanics (Diction, Grammar, Pronunciation)  
● Politeness  
● Appearance,  
● Grooming 
● Personal Deportment (Poise, Eye Contact, Mannerisms)  
● Maturity in Answers to Questions  
● Enthusiasm 
● Personal Salesmanship 

 
Sample Scenarios  
(these are for reference only and will not be used at the State Conference) 
 
1. You don’t know the answer 
You shouldn’t beat yourself up for not knowing an answer. After all, a support rep’s 
responsibility is to have the tenacity to make things right, not to be perfect (especially if 
you’re new). 

The mistake many support reps make, however, is in using the knee-jerk “I don’t know” 
response, which doesn’t help the customer. Customers may be sympathetic that you 
don’t know, but they’re not interested in hearing about it. 

Instead, try the following: 
“Does the ‘Premium’ package come with __?” “Great question, let me find that out for 
you right now!” 
 
Placing the emphasis on the customer’s needs over your own situation (“I don’t know,” 
“I’m new here,” etc.) lets them know that it doesn’t matter that you don’t know the 
answer because you’re going to do whatever it takes to find out for them. 
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2. An item isn’t available 
No eCommerce store owner or support champion likes to tell a customer that an item 
isn’t currently available. Fortunately, there is a much better way to go about it. 
One of the most important skills in interacting with customers is the use of positive 
language to help avoid accidental knee-jerk reactions. 

Here’s an example: Let’s say a customer contacts you with interest in a particular 
product, but that product happens to be back-ordered until next month. 

● Without positive language: “I can’t get you that product until next month; it is 
back-ordered and unavailable at this time.” 

● With positive language: “That product will actually be available next month. I can 
place the order for you right now and make sure that it is sent to you as soon as 
it reaches our warehouse!” 

Positive language replaces negative phrases (“I can’t…”) and instead places emphasis 
on the solution, which is what the customer actually cares about. 
 
Try finding places in your response where a lot of negative language is present (“We 
don’t do that”) and see where positive language can be substituted. 

 
Positive language replaces negative phrases (“I can’t…”) and instead places emphasis 
on the solution, which is what the customer actually cares about. 
 
Try finding places in your response where a lot of negative language is present (“We 
don’t do that”) and see where positive language can be substituted. 
 
3. You need to transfer the customer 
There isn’t a single consumer out there who likes hearing, “Please hold while we 
transfer you. Your call is very important to us.” 
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The problem is that sometimes you do need to transfer customers in order to better help 
them. But many businesses don’t seek to help customers understand why they are 
being transferred. 
 
Here’s a typical unappealing response some reps use to transfer people: 

“My apologies, but I’m going to have to transfer your call to Department XYZ.” 
As a customer, my gut reaction to this response is to believe that the wheel of 
misfortune has begun, and I’m going to get passed around and treated like another 
hassle. 

Imagine using this language instead: 

“Let’s get this problem resolved for you. I’m going to transfer you to our _____ specialist 
who is the best-suited person to answer your question.” 
Hearing that I’m being sent to the resident expert — and knowing that the rep who is 
sending me has my problem in mind — is much more reassuring than the vague “sorry, 
you’re getting transferred” response that most companies use. 

Few customers will jump for joy because of a transferred call no matter how you handle 
it, but it’s better to assure them that the action was taken in their favor in order to solve 
their current problem. 

 
4. You have to tell the customer no 
Customers can often have some valuable insights on how your product is used and how 
it could be improved, but your product’s vision is your responsibility. Thus, the final call 
is up to you. 

If it’s very obvious that a feature a customer requested won’t make the cut, you have to 
be able to tell them so. Saying, “We’ll take a look!” gives false hope that can end up with 
a customer checking in weeks later only to be disappointed again. 
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The truth is, you don’t need to be worried about a mass exodus of customers just 
because you regularly say “no” to many product features. 

Here is some sample language we might use at Help Scout to tell customers a feature 
just isn’t the right fit: 

“I really appreciate you taking the time to share your thoughts with us. As of this time, 
however, [Feature X] isn’t a perfect fit, and we have no immediate plans to implement it. 
We do have some other exciting new features planned, and should anything change 
about your request, we’ll make sure you are the first to know.” 

If you’re using a simple feedback system like Trello to keep track of past requests, 
adding an email is easy, so if your stance on a certain feature does change in the 
future, it becomes a simple process to notify customers via email. 

5. The customer wants you to bend the rules 
Most requests from customers are reasonable, and every effort should be made to 
make them happy. 

Bob Farrell describes this as “giving them the pickle,” a phrase which refers to a letter 
he received from an unhappy customer who wasn’t able to get an extra pickle for his 
hamburger. Fulfilling a small request can often leave a positive impact on a customer, 
which is why it’s almost always worth it to just “give them the pickle.” 

But what about requests that you truly cannot say yes to? 

I can give you a very candid story of when this really mattered to me: I was checking in 
to a hotel with a few of my friends, one of whom had a severe allergy to cats. I vividly 
remember watching a couple plead with the front desk employee to let their cat stay (the 
policy was “No Pets”). 
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https://www.helpscout.com/blog/customer-feedback-systems/
https://www.giveemthepickle.com/pickle_principle/


 
If the front desk employee had given in to their request, he would have (unknowingly) 
made our group upset, trading one potentially unhappy customer for an even bigger 
problem. 

I remember being impressed with how he handled the situation, and I’ll paraphrase his 
response below: 

“As much as I like fulfilling our customers’ requests, I’m afraid that the ‘No Pets’ policy 
we have in place is too important because it impacts the safety and comfort of other 
customers. Can I perhaps call around for locations where your cat might be able to 
stay?” 

It was a stellar response to a pretty wacky request; after all, pet owners should know to 
check a hotel’s pet policy before booking a room. 

Remember that a customer’s perception of your service quality is greatly affected by 
how attentive, thoughtful, and sincere you are. In an awkward scenario where you 
simply have to refuse a request, showcasing your empathy and willingness to find an 
alternative is one of the best ways to lessen the sting of saying no. 

6. The customer asks you to override security policies 
Support professionals’ natural inclinations to help can leave team members open to 
social engineering if they aren’t careful. For example, if your product has different 
permissions that deal with security or payment responsibilities, you may have 
customers who ask you to switch their roles or transfer account ownership. 

You’ll want to assist right away. You might even hear, “Please, we need this right now!” 
Hold steady. You’ll need approval from the current account owner. 

Email the account owner (separately so the reply can’t be spoofed), let the person 
making the request know you’ve done so, and explain that it’s all about keeping their 
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account safe. When the owner responds, check to make sure the original message you 
sent is included in the reply. 

You may still run into something like, “But the account owner is on vacation/has been 
fired/is very busy and important!” 

For these situations, it helps to have a policy you can point to on your website. That 
way, they know you’re not being obstinate; rather, you’re serious about security and 
unable to make exceptions. That isn’t always easy for people to stomach, but you still 
have to do the right thing. 
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