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Amendment 001 is issued to provide answers to questions received from the industry.  

Questions and Answers 

With reference to section 5. Scope: 

Question 1 

Would you please let us know for what jobs/roles you are planning to test? 

Answer 1 

It will mostly be utilized for entry level positions in our Contact Centre (Pension Assistant) however it 
could also be used for other internal selection processes. 

A Pension Assistant responds to client queries to identify and resolve problems; guides clients in 
articulating their information needs; clarifies the nature, scope and intent of their service needs; and 
ensures that these needs are addressed, including forwarding of various communication products (letters, 
booklets, forms, etc).      

Question 2 

Would you please let us know what specific skills you are trying to measure or need to have assessed in 
order to make better hiring or promotion decisions? 

Answer 2 

 Navigation / Using technology: This would assess a candidate’s ability to use technology within a 
contact centre environment. Candidate should be able to easily navigate through several screens 
and/or software to find information needed to respond to customers’ enquiries. 

 Customer Service: This would assess a candidate’s ability to focus on meeting customers’ needs in a 
contact centre environment. This includes the tone and language used to respond to customers’ 
questions, apologizing when appropriate and providing solutions that directly relate to customers’ 
requests.  

 Problem Solving: This would assess a candidate’s ability to engage in problem solving with 
customers in a contact centre environment. This includes acquiring the necessary information from 
both clients and systems to understand the nature of the problem, working through ambiguity to 
determine the correct answer and tactfully explaining the situation to the clients.  

 Verification and accuracy: This would assess a candidate’s ability to listen to and record information 
received from customers in a contact centre environment accurately. 

Question 3 

Would you please let us know what’s the problem you’re trying to resolve?  What’s your source of pain? 

Answer 3 

We are looking for an assessment tool that simulates the environment of our contact centre for our entry 
level positions. We want to ensure that we hire candidates with the above mentioned competencies and 
our current tools are not meeting our needs.   

Question 4 

Would you please let us know Who you will be testing? 

Answer 4 

This assessment will be used to hire new employees off the street (external candidates) as well as 
employees who are already employed with the Government of Canada.

All other terms and conditions remain the same. 


