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A customer calls, complaining that his 

health insurance has been terminated.    

You note that he called, and put in a 

cancellation request earlier last month.  

It appears, that he said he was moving.   

How do you calm this customer? 

You answer a call from a gentleman 

complaining about the service he has  

received from one particular  

caseworker.  What is the procedure  

for taking and routing this complaint? 

A woman is requesting specific  

information about her Disability  

Compensation claim.  The investigator 

for this claim has this file listed as 

“Pending” and has taken no action, nor 

made any recommendations concerning 

her claim.  What do you say to this  

anxious sounding woman?  

A person has called you with a request 

and then puts you on hold.  How long 

will you wait before hanging up on the 

customer? 

A business owner calls, asking if  

you would delay her automatic debit from 

processing for a day.  She tells you that  

she is waiting for a cash payment from  

one of her customers and otherwise she 

will bounce a number of checks.   

What is your answer? 

A customer is calling and asking  

why her Health Coverage Card  

has not arrived.  You notice that  

her account is already showing a  

claim.  What do you say or do? 

A nice customer is calling  

to say that she has received a  

cancellation notice.  Your records  

show that her premium payment  

was short by three dollars.   

What do you tell this customer? 

How do you insure that you do not  

give out account information to  

unauthorized individuals? 
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