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Customer Service Representatives: The Kick off



Customer Service Representatives: Birth of a Concept



Customer Service 
Representatives: 

Birth of a Concept II



Customer Service Representatives: A Basic Definition

Customer service representatives interact with 
customers on behalf of an organisation. 

They provide information about products and services, 
take orders, respond to customer complaints, and 
process returns. 

https://www.careerexplorer.com/careers/customer-service-representative/



Customer Service Representatives: Fundamental Statistics

https://www.nextiva.com/blog/customer-service-statistics.html

68% of customers believe the key to great 
customer service is a polite customer 
service representative.

American Express
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Customer Service Representatives: Their Place in the System

https://www.glassdoor.gr www.talkdesk.com https://study.com/articles/

• Average salary ranging from 545 euros p/m to 13500 
euros p/a

• The turnover rate is 30-45% globally compared to 
15% for other industries

• The majority of cases resort to on-the job training
• Best case scenarios include 2 hours training per week 

for 8 weeks

https://www.glassdoor.gr
http://www.talkdesk.com
https://study.com/articles/


Customer Service Representatives: The Survey 

https://www.glassdoor.gr www.talkdesk.com https://study.com/articles/

• 40 adults between the age of 28 and 55
• 65% male, 35% female
• Most of them possessing a post graduate degree
• Approximate monthly earnings (an estimate) 1500 euros to 10,000 euros +
• 75% married, 60% married with children, 25% single or in a relation
• Athens, Greece residents
• Minimum of one CSR interaction over the past 3 months.
• One single question: What are the 3 aspects of communicating with a 

customer service representative, which may lead you to abandon or not 
choose a company?

https://www.glassdoor.gr
http://www.talkdesk.com
https://study.com/articles/


CSR: 12 Archetypes



CSR Archetypes: “The Interrogator”



CSR Archetypes: “It wasn’t me!



CSR Archetypes: “I don’t know!”



CSR Archetypes: “The I Assume you 
do nothing all day except sit by the 

phone and wait for my call”



CSR Archetypes: “Cheaper by the dozen”



CSR Archetypes: “The Anxiety Offensive”



CSR Archetypes: “The Recital”



CSR Archetypes: “You will listen. 
Whether you like it or not. It’s your 

destiny”



CSR Archetypes: “Groundhog Day”



CSR Archetypes: “If I have to work 
while I should be sleeping, you are 

not allowed to sleep either”



CSR Archetypes: “I am entitled to 
sell you my product”



CSR Archetypes: “I think you are there 
and just not picking up. So I will call 

again. And again. And again. And again.”



Exercise

• In small groups
• You will design a training intervention aimed at 

tackling some of the challenges mentioned today
• The aim is to improve customer experience, 

engagement and satisfaction
• Duration: 20 minutes



The Archetypes of Customer Service

Your Questions

You can contact us @Info@impactpcs.com

www.linkedin.com/company/impactpcs/

mailto:Info@impactpcs.com
https://www.google.gr/imgres?imgurl=https%3A%2F%2Fmedia.licdn.com%2Fdms%2Fimage%2FC4E0BAQGBBp0LaObq0A%2Fcompany-logo_200_200%2F0%3Fe%3D2159024400%26v%3Dbeta%26t%3DtyrD06lDsdOelMjanHDd2gC1iqekh_JWTaXny9bAT4o&imgrefurl=https%3A%2F%2Fwww.linkedin.com%2Fcompany%2Flinkedin&docid=vPc_mDozcsvKlM&tbnid=H9jkabMjs0H60M%3A&vet=10ahUKEwio3eGqsKrhAhUlt3EKHSc7CnQQMwhCKAIwAg..i&w=200&h=200&bih=603&biw=1280&q=linkedin%20image&ved=0ahUKEwio3eGqsKrhAhUlt3EKHSc7CnQQMwhCKAIwAg&iact=mrc&uact=8
http://www.linkedin.com/company/impactpcs/

