
 

DO YOU HAVE THE RIGHT 
PEOPLE FOR EXCELLENT 
CUSTOMER SERVICE? 
Top customer service is a competitive advantage.  
Find the right people to serve your customers – with BRIGHT. 

 

“We use BRIGHT when we hire our security personnel,  
and use our customers’ criteria as part of the evaluation,  

so we can work towards the perfect service profile.” 

HR MANAGER LAILA MADSEN, SECURITAS A/S 

BRIGHT is one of many solutions available on 
the Metis assessment platform. Metis brings 

all of your assessment tasks together in a 
unified, efficient workflow. 

 
LEARN MORE ABOUT OUR SOLUTIONS AT MASTER-HR.COM 

 

ABOUT BRIGHT 

BRIGHT is designed for screening and 
selection of employees in customer 
service roles (retail, security, hotels, 
transportation, recreation, call centers 
etc.). It was co-developed with employees 
and managers from several service 
businesses. 

BRIGHT is flexible and can be customized 
to include only those service behaviors 
needed to identify job seekers, who 
possess the potential for customer 
service that match company specific 
criteria. 

Intended for and used by managers 
hiring service personnel. 

SCALES 

BRIGHT includes separate validated 
scales measuring the following 
behaviours and attitudes: 

 Integrity 

 Diligence 

 Service-Mindedness 

 Social Confidence 

 Stress Tolerance 

 Sales Self-Efficacy 

PSYCHOMETRIC 
PROPERTIES 

Reliability 

Cronbach’s Alpha: 

 EFPA Rating1:  

 Mean α = 0.82 

 Range: 0.72 - 0.93 

Validity 

Item-test correlations: 

 Mean r = 0.55 

 Minimum r = 0.30 

Content Validity: 

 Approved by a panel of subject 
matter experts. 

NORMS 

The norm groups specifically represent 
people within customer service 
vocations. The latest norms are from 
2016, and includes Danish (N=1,097), 
Swedish (N=1,380), and International 
(N=2,477) norms.  

 EFPA Rating1:  

LANGUAGES 

BRIGHT is presently available in Danish, 
Finnish, English, Spanish, Norwegian, and 
Swedish. 

RESPONSE VALIDATION  

A short measurement of response 
validity can be included in the BRIGHT. 
This enables the customer to easily 
screen out any biased and invalid 
responses due to factors like social 
desirability or impression management. 
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Notes 

1 Based on the evaluation guidelines in 
the revised test review model published 
by European Federation of Psychologists’ 
Association (EFPA) 


