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Module Nine – Customer Service - Question Sheet   
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Signature  

Date  
 

Please circle the correct answer for each question.	

1)  Why is teamwork important? 

a) It will help the club achieve promotion. 
b) It allows us to all work together to provide a professional service to 

customers. 
c) The law states all teams in a work environment must get on well with 

each other. 
d) You will meet new friends who you can meet outside of the club. 

2)  Why is it important to improve your own skills and knowledge? 

a) The steward’s handbook has a requirement for me to do it. 
b) So that you can get a pay rise. 
c) To show commitment to the job, to keep up with any changes, be aware 

of new policies and to be professional. 
d) Government policy is for all people who have left school to be in training. 

3)  Which answer best defines good working relationships? 

a) Knowing everybody’s name, knowing everybody’s pay rate and meeting 
for briefings on time. 

b) Being able to delegate jobs to the people you work with at all times. 
c) Working as part of a team to ensure spectators spend the most money 

possible at the ground. 
d) Being respectful of, listening to and assisting with colleagues 

professionally. 

4)  Explain the best way to communicate issues with colleagues and 
senior club staff during a match. 

a) Only listen out for things that effect you. 
b) Use mobile phone to text them (or use twitter if you have it). 
c) Discuss issues verbally by radio or face to face. 
d) Write a note and pass it on when you get a chance. 
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    5)  Who can you contact in an emergency? 

a) Dial 999 and ask for the Police giving the club name and location 
clearly. 

b) Contact a supervisor or use radio/emergency phone to contact 
control room. 

c) Emergencies aren’t a part of a stewards’ job role. 
d) Ring home and inform whomever answers. 

6)  Why should you only undertake tasks for which you are trained? 

a) The control tower will be watching everything you do so you must be 
careful. 

b) So that you deal with the task correctly as per club policies and 
procedures. 

c) So that you are paid the correct hourly rate based on competence. 
d) The Police will prosecute you if you do job when not trained. 

       7)  In which THREE situations is it ok to assist a colleague? (3 marks) 

a) A supervisor asks you to watch a gate as another steward has gone 
home sick. 

b) You are asked to report a lost child by a colleague without a radio. 
c) A steward asks for help answering a fan’s question as they don’t 

know the answer. 
d) A steward asks you to report an incident they saw as they don’t want 

to miss any of the game. 

  

8)  Why are briefings and debriefs an important part of the job role? 

a) It ensures you know what is expected and any possible issues that 
may occur; and to allow a time for feedback, suggestions and 
recommendations to be discussed. 

b) It means you get an extra half hour of pay before and after the match. 
c) They are not important, only recommended. 
d) To collect and return radio, high-visibility jacket and sign the time 

sheet. 

         9) Why is it important to handle criticism positively? 

a) It depends who gives me criticism as not everyone knows what they 
are talking about. 

b) It allows you to reflect on own performance and improve where 
possible. 

c) So that it gets written down and put onto each steward’s file in the 
office. 

d) Makes you feel better. 
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10)  If you identified a training need for yourself what action could 
you taken could you take? 

a) Write it down in the back of my handbook. 
b) Complete an application form. 
c) Speak to a supervisor or steward assessor. 
d) Look in the local paper for jobs at the club. 

 11)  When dealing with a complaint what is the most important 
thing to do? 

a) Write it down in the back of my handbook. 
b) Find a supervisor. 
c) Give the customer the contact details so they can write in to the club. 
d) Listen to the complaint and if necessary make notes. 

12) What must you NEVER do when dealing with a complaint? 

a) Apologise to the customer. 
b) Promise a refund, seat change or compensation. 
c) Speak to a supervisor for assistance. 
d) Write the complaint down as it then becomes formal. 
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