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• The Customer Service Aptitude Profile (CSAP) is a customer 
service test that measures personality traits that are critical for 
success in customer service and related positions.

• The test provides one of three possible results: Highly 
Recommended, Recommended, and Not Recommended for 
customer service.

• Scores for each trait are presented as percentile rankings 
compared to our global norming group.

• The test also provides a summary table of an applicant’s personality, 
pinpointing the applicant’s strengths, potential strengths, and areas 
that may need attention. 

• The assessment contains 140 prompts.
• The test is untimed but takes most candidates about 

10 minutes to complete.
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Candidate Information 
and Results Summary

1. The top of the first page of every CSAP 
score report displays the candidate’s 
information, including the candidate’s name, 
position applied for, the date the candidate 
took the assessment, and the Test Event ID.

2. The CSAP also provides an overall sales 
recommendation at the top of the page in the 
Results Summary. The three possible results 
are Highly Recommended, 
Recommended, and Not Recommended. 
This overall result is based off of the traits 
associated with success in customer service. 
These traits are listed below the overall 
recommendation and are explained in detail 
throughout the rest of the report

3. The Test Event ID is given to candidates at 
the beginning of their assessment and is 
used if they encounter any issues during the 
test. They simply return to www.oda1.com, 
enter their Event ID, and then they can 
continue their assessment from where they 
left off
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Results Explanation
• Each trait is listed with the candidate’s percentile 

ranking, indicating how the candidate scored in 
comparison to our global norming group.

• Results highlighted in green indicate traits that 
are highly associated with success in customer 
service and are weighted more heavily when 
calculating the overall recommendation at the 
top of the report.

• None of the scores reflect “good” or “bad” 
scores or qualities about an individual. Instead, 
they indicate an individual’s “job fit” for a 
particular type of job.

• For a more detailed explanation of how to 
interpret the different trait scores on the CSAP 
score report, please contact your Customer 
Success Manager.  

The Overview 
chart provides a 
quick look at the 
traits associated 
with success in 
Customer Service.

Detailed 
Breakdown 
of Traits
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Validity and Response Style
The CSAP contains internal measures that detect when an 
applicant’s response style indicates that the applicant is either not 
paying adequate attention to the meaning of the prompts or may 
be attempting to “game the test” by answering more favorably.

Based on the extent of self-enhancing and critical responses, 
adjustments may be made to different scores to more accurately 
reflect how they are likely to interact with customers or coworkers.

The CSAP features 3 different measures for evaluating the validity of 
the test results based on a candidate’s response style. 

1. The CSAP keeps track of Inconsistent Responses.  High inconsistent 
response scores may suggest that the candidate wasn’t reading the prompts 
correctly or was just racing through the test, both of which would prevent the 
assessment from getting an accurate reading of the candidate. 

2. The Self-Enhancing score evaluates whether or not a candidate tends to 
exaggerate “positive” qualities and deemphasize “negative” qualities. 

3. The Self-Critical score suggest that an individual may be inaccurately 
downplaying “positive” qualities while exaggerating more “negative” qualities. 
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How to Identify an Invalid Result 
The CSAP has a built-in validity check based on the 
consistency of responses. If a candidate receives a 
score of 3 or higher on the Inconsistent Responding 
scale, the score report will display several 
messages indicating that the results are invalid. 
These messages may appear differently depending 
on whether you view the results on the PDF or 
online within the platform. 

In the PDF:

In the platform:

The Results Summary on 
the first page of the score 
report will provide a warning 
of the invalid result.

The Validity and Response Style section on the second page will 
indicate the invalid score with the following message: 

When viewing tests within the platform, in the Results section of 
your account, you will be able to see if the test results have been 
flagged as invalid by our validity check system – the test will 
appear with error symbol to signify an invalid responding style. 
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Customer Service 
Characteristics
• The second page of the report contains a detailed explanation of the 

main traits that make up the overall suitability recommendation.

• The descriptions contain the candidate’s score, a definition of each trait, 
and the relationship between the trait and customer service positions.

• For example, this candidate scored in the 68th percentile for 
Assertiveness, so the trait breakout says that this level of assertiveness 
may not he helpful for customer service situations that require 
employees to refrain from asserting their own demands in transactions 
with others. 

• This candidate also scored in the 54th percentile for Relaxed Style 
which, according to the trait breakout, suggests that the candidate is 
more likely to be relaxed in most customer service and inside sales 
situations.  
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Additional Trait 
Descriptions
• The last two pages of the score report provide 

detailed descriptions of the more general traits 
scored by the CSAP.

• Traits are organized by the same groupings listed 
on the first page of the score report.

• Each description contains the relationship 
between the trait and work performance, as well 
as the candidate’s score and how to interpret the 
score for that particular trait.
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Relationship to the 
Sales Achievement 
Predictor (SalesAP)
The CSAP and the Sales Achievement Predictor 
(SalesAP) are based on the same set of prompts. The 
difference between the two assessments lies in how they 
weigh the candidate’s responses. 

An individual who is Highly Recommended by the 
CSAP may be Not Recommended on the SalesAP. 
This is because the traits related to success for the two 
positions vary. For example, the SalesAP scores a high 
level of competitiveness favorably, due to the 
competitive nature of sales. Conversely, the CSAP 
scores this trait less favorably because customer service 
relies more on cooperation than competition. 

This relationship between the two tests allows you 
to take one candidate’s responses and look at them 
from both perspectives. In the platform you can click 
on this button to rescore a CSAP assessment as a 
SalesAP, and vice versa.

Clicking on this link will rescore the assessment for 
the duration of your time on that page. When you 
return to the results page, the assessment will revert 
to the score results for the test you originally 
administered to the candidate.
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If you have any questions or would like more detailed information 
regarding a particular score report, please contact your 

Customer Success Manager. Their contact information is 
available in the lower left corner of your account in Criteria’s 

platform, but you can also reach out to the general support line 
at (877) 909-8378, or support@criteriacorp.com. 

For Further Information

mailto:support@criteriacorp.com

