
 

Objective Assessment Test for the 
Vice President Customer Experience 

 
 

Section 1: Instructions for using the Objective Assessment Test 

Guide during the selection process 

 
For the Test Taker 

●​ This is an objective selection test consisting of multiple-choice questions, true or 
false statements, fill in the blanks, and a short scenario. 
 

●​ Read each question or scenario carefully and select the best answer or option 
based on the information provided. 
 

●​ For multiple-choice questions, select the letter corresponding to your chosen 
answer (A, B, C, or D). 
 

●​ For true or false statements, select either "True" or "False" based on your 
understanding of the statement. 
 

●​ For fill in the blanks, choose the most appropriate option from the given choices 
and write the corresponding letter in the blank space provided. 
 

●​ For the short scenario, read the scenario and select the best option from the 
multiple-choice answers provided. 
 

●​ Answer all questions to the best of your ability. 
 

●​ There is only one correct answer for each question or scenario. 
 

●​ Once you have completed the test, review your answers if time permits.Do not 
leave any question unanswered. If you are unsure, make your best guess. 
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Instructions for Test Managers: 

●​ Provide a copy of the objective selection test to each test taker. 
 

●​ Clearly communicate the instructions and ensure that the test takers understand 
the format of the test. 
 

●​ Inform the test takers about the time limit for the test, if applicable. 
 

●​ Remind the test takers to answer all the questions and not to leave any question 
unanswered. 
 

●​ Monitor the test-taking process to ensure fairness and prevent any misconduct. 
 

●​ Once the test is completed, collect the answer sheets or test papers from the test 
takers. 
 

●​ Evaluate the answers and calculate the scores based on the correct responses. 
Please refer to the answer key for the test as provided in Section 3 of this 
document. 
 

●​ Communicate the results to the relevant parties or individuals involved in the 
selection process, if applicable. 
 

●​ Ensure the confidentiality of the test results and maintain the integrity of the 
selection process. 
 

●​ Use the test results as part of the decision-making process for selecting the 
suitable candidate(s) for the position 
 

●​ Remember, the objective selection test is designed to assess the candidates' 
knowledge and understanding based on the given job description. 
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Section 2: Objective Assessment test For Vice President 

Customer Experience  

 
Multiple Choice Questions 
 

1.​ Which role is responsible for the overall customer experience and satisfaction 
across all touchpoints and channels? 

 
a) CEO 
b) CFO 
c) Vice President Customer Experience 
d) Chief Technology Officer 
 

2.​ What is one of the key responsibilities of the Vice President Customer 
Experience? 

 
a) Managing financial operations 
b) Developing and executing marketing campaigns 
c) Creating and implementing customer-centric strategies 
d) Overseeing product development 
 

3.​ What does the VP of Customer Experience do to improve customer satisfaction 
and loyalty? 

 
a) Conduct market research 
b) Develop sales strategies 
c) Implement customer feedback mechanisms 
d) Manage supply chain operations 
 

4.​ What is a key competency requirement for the VP of Customer Experience? 
 
a) Project management skills 
b) Technical coding expertise 
c) Understanding of best practices in customer experience 
d) Fluency in multiple foreign languages 
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5.​ What is an essential skill for the VP of Customer Experience? 
 
a) Inventory management 
b) Graphic design 
c) Effective communication and leadership 
d) Data analysis and reporting 
 
True or False Statements 
 

6.​ The VP of Customer Experience works closely with cross-functional teams to 
improve the customer journey. 

 
A.​ True 
B.​ False 

 
7.​ The VP of Customer Experience is responsible for creating and implementing 

customer loyalty programs. 
 

A.​ True 
B.​ False 

 
8.​ Analyzing data is not important for improving the customer experience. 

 
A.​ True 
B.​ False 

 
9.​ The VP of Customer Experience should possess an MBA degree and 5+ years of 

related experience. 
 

A.​ True 
B.​ False 
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10.​The VP of Customer Experience does not need to establish relationships with 
customers and key stakeholders. 

 
A.​ True 
B.​ False 

 
Fill in the Blanks  
 

11.​The VP of Customer Experience is responsible for developing and executing a 
_______________ that aligns with the company's business goals and values. 

 
a) sales strategy 
b) recruitment plan 
c) customer experience strategy 
d) financial forecast 
 

12.​The VP of Customer Experience uses customer feedback mechanisms and tools 
to _______________. 

 
a) track employee performance 
b) improve product quality 
c) enhance customer experience 
d) analyze market trends 
 

13.​The VP of Customer Experience analyzes data to drive decision-making and 
_______________. 

 
a) increase revenue 
b) reduce costs 
c) improve customer experience 
d) expand market reach 
 

14.​The VP of Customer Experience demonstrates understanding of best practices 
and trends in _______________. 

 
a) supply chain management 
b) employee training and development 
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c) customer experience 
d) financial accounting 
 

15.​The VP of Customer Experience effectively communicates with the team and 
_______________. 

 
a) manages customer complaints 
b) demonstrates strong leadership 
c) oversees product distribution 
d) negotiates contracts 
 
Scenario-based Questions 
 

16.​A customer expresses dissatisfaction with the company's product and requests a 
refund. What should the VP of Customer Experience do? 

 
a) Ignore the customer's request. 
b) Investigate the issue and take appropriate actions to address the customer's 
concerns. 
c) Redirect the customer to the sales team. 
d) Delay the response until further information is gathered. 
 

17.​The company receives multiple negative reviews about the customer service 
department. What should the VP of Customer Experience do? 

 
a) Disregard the reviews as individual opinions. 
b) Conduct a thorough evaluation of the customer service department and implement 
necessary improvements. 
c) Assign blame to specific team members. 
d) Reduce the budget allocated to the customer service department. 
 

18.​A new competitor enters the market and offers similar products with lower prices. 
What should the VP of Customer Experience do? 

 
a) Lower the prices of the company's products. 
b) Review and adjust the company's customer experience strategy to differentiate from 
the competitor. 
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c) Discontinue the company's products. 
d) Initiate a lawsuit against the competitor. 
 

19.​The company launches a new customer loyalty program, but it fails to attract 
customers. What should the VP of Customer Experience do? 

 
a) Abandon the loyalty program and focus on other initiatives. 
b) Analyze the reasons for the program's failure and make necessary improvements. 
c) Increase the advertising budget to promote the loyalty program. 
d) Assign blame to the marketing team. 
 

20.​The VP of Customer Experience receives a customer complaint about a delayed 
shipment. What should the VP do? 

 
a) Ignore the complaint as shipment delays are common. 
b) Investigate the issue, apologize to the customer, and take corrective actions to 
ensure timely deliveries. 
c) Redirect the complaint to the shipping department. 
d) Offer a discount on the next purchase as compensation for the inconvenience. 
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Section 3: Answer key with explanation 

 
Multiple Choice Questions 
 

1.​ Option c) Vice President Customer Experience 
 

●​ Explanation: The Vice President Customer Experience is responsible for the 
overall customer experience and satisfaction across all touchpoints and 
channels. 

 
2.​ Option c) Creating and implementing customer-centric strategies 

 
●​ Explanation: One of the key responsibilities of the Vice President Customer 

Experience is to create and implement customer-centric strategies to improve 
customer satisfaction and loyalty. 

 
3.​ Option c) Implement customer feedback mechanisms 

 
●​ Explanation: To improve customer satisfaction and loyalty, the VP of Customer 

Experience should implement customer feedback mechanisms to gather valuable 
insights and address customer pain points. 

 
4.​ Option c) Understanding of best practices in customer experience 

 
●​ Explanation: A key competency requirement for the VP of Customer Experience 

is having an understanding of best practices in customer experience to drive 
improvements and enhance customer satisfaction. 

 
5.​ Option c) Effective communication and leadership 

 
●​ Explanation: Effective communication and leadership skills are essential for the 

VP of Customer Experience to drive a culture of customer-centricity and lead the 
team in delivering exceptional customer service. 
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True or False Statements 
 

6.​ Option a. True 
 

●​ Explanation: The statement is true. The VP of Customer Experience works 
closely with cross-functional teams to improve the customer journey. 

 
7.​ Option a. True 

 
●​ Explanation: The statement is true. The VP of Customer Experience is 

responsible for creating and implementing customer loyalty programs. 
 

8.​ Option b. False 
 

●​ Explanation: The statement is false. Analyzing data is important for improving the 
customer experience, as it provides valuable insights to make informed 
decisions. 

 
9.​ Option b. False 

 
●​ Explanation: The statement is false. While an MBA degree and 10+ years of 

experience are mentioned in the technical competency requirements, the specific 
requirement stated is 10+ years of related experience, not 5+ years. 

 
10.​Option b. False 

 
●​ Explanation: The statement is false. The VP of Customer Experience should 

establish and maintain strong relationships with customers and key stakeholders. 
 
Fill in the Blanks  
 

11.​Option c) customer experience strategy 
 

●​ Explanation: The VP of Customer Experience is responsible for developing and 
executing a customer experience strategy that aligns with the company's 
business goals and values. 
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12.​Option c) enhance customer experience 

 
●​ Explanation: The VP of Customer Experience uses customer feedback 

mechanisms and tools to gather insights and improve the overall customer 
experience. 

 
13.​Option c) improve customer experience 

 
●​ Explanation: The VP of Customer Experience analyzes data to drive 

decision-making and continuously improve the customer experience. 
 

14.​Option c) customer experience 
 

●​ Explanation: The VP of Customer Experience demonstrates understanding of 
best  

●​ practices and trends in customer experience to ensure the company's strategies 
align with industry standards. 

 
15.​Option b) demonstrates strong leadership 

 
●​ Explanation: Effective communication with the team and demonstrating strong 

leadership are important for the VP of Customer Experience to drive a 
customer-centric culture and ensure exceptional customer service. 

 
Scenario-based Questions 
 

16.​Option b) Investigate the issue and take appropriate actions to address the 
customer's concerns. 

 
●​ Explanation: The VP of Customer Experience should investigate the issue, show 

empathy towards the customer, and take necessary actions to resolve the 
problem and ensure customer satisfaction. 
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17.​Option b) Conduct a thorough evaluation of the customer service department and 

implement necessary improvements. 
 

●​ Explanation: The VP of Customer Experience should conduct a thorough 
evaluation of the customer service department to identify the root causes of the 
negative reviews and implement necessary improvements to enhance the 
customer service experience. 

 
18.​Option b) Review and adjust the company's customer experience strategy to 

differentiate from the competitor. 
 

●​ Explanation: The VP of Customer Experience should review and adjust the 
company's customer experience strategy to differentiate the company from the 
new competitor and retain customer loyalty. 

 
19.​Option b) Analyze the reasons for the program's failure and make necessary 

improvements. 
 

●​ Explanation: The VP of Customer Experience should analyze the reasons for the 
program's failure and make necessary improvements based on the feedback 
received from customers to enhance its effectiveness. 

 
20.​Option b) Investigate the issue, apologize to the customer, and take corrective 

actions to ensure timely deliveries. 
 

●​ Explanation: The VP of Customer Experience should investigate the issue, offer 
an apology to the customer for the inconvenience caused by the delayed 
shipment, and take corrective actions to ensure future shipments are delivered 
on time. 
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