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Customer Service1



Customer Service

● Our students = Our customers
● Initial contact
● Importance
● Best Practices



Prepare

● Communicate
● Train
● Materials
● Best Practices



Orientation & Intake2



Welcoming Environment

● Signs
● Greeters
● Student Volunteers
● Translators
● Comfortable

Calm



Assessment Orientation

● Communicate the 
overall process



Intake

● Intake tools
● Smile
● Calm
● Discreet
● Follow the guidelines



CASAS Introduction Video

English

Spanish Creole

http://www.youtube.com/watch?v=hjYIqvwIPKQ
http://www.youtube.com/watch?v=1Zp3UpRODJA
http://www.youtube.com/watch?v=prF_YsW3OIU


Prepare Students

● Time and day?
● How long is it?
● What to (not) bring?
● What kind of questions?
● What subjects will be tested?
● Where to go?



CASAS Assessment Flyer
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Technology

“There cannot be a stressful crisis next week.

My schedule is already full.”

―Henry Kissinger



Computer Lab - Before

● Safety protocols
● Equipment: Updated, Sanitized
● Check Sound
● eTests: Active sessions
● Registered stations
● Stations labeled for correct 

sessions
● Extra stations ready in case there 

are any issues during the test
● Envelope for students’ belongings
● Clear desks



eTests Online Sessions



Student List or Tickets



Technology Barriers

● Be patient
● Free Basic Practice Tools 

Online
○ PBC Library: Mousercise

http://www.pbclibrary.org/mousing/mousercise.htm



CASAS eTests Sampler

https://casasportal.org/eTest
s



Computer Lab - During

● Safety protocols
● Actively proctor
● Don’t hover
● Minimize distractions
● Raise your hand and whisper



Computer Lab - After

● Communicate the next steps
● Congratulate strengths



Counseling

● Have data chats and set 
goals for areas to improve

● Discuss using strengths to 
improve weaker skills

● Teach test taking tips and 
tricks

● Formative assessment for 
practice



Post-Test

● 70 hours of instruction
● Prep
● Cheer
● Positive vibes



Remote Testing for CASAS Tests

● Remote Testing Checklist
● Technical Assistance and 

Support
● Support Videos
● Help Documents
● FAQs



Don’t let your stress become theirs!



Resources

• https://www.startschoolnow.org/how-to-handle-test-anxiety-as-an-adult-

student/

• https://www.testprepreview.com/test_anxiety.htm

• https://digitalcommons.brockport.edu/cgi/viewcontent.cgi?article=1422&c

ontext=ehd_ theses

• https://casasportal.org/eTests

• http://www.pbclibrary.org/mousing/mousercise.htm

• https://www.casas.org/product-overviews/remote-testing

https://www.startschoolnow.org/how-to-handle-test-anxiety-as-an-adult-student/
https://www.testprepreview.com/test_anxiety.htm
https://digitalcommons.brockport.edu/cgi/viewcontent.cgi?article=1422&context=ehd_theses
https://casasportal.org/eTests
http://www.pbclibrary.org/mousing/mousercise.htm


Questions?




