Group: _________________________________

Scenario:​​​​___________________________________________                        

	Criteria
	Comments

	Helpfulness to customer
	

	Appearance/Dress


	

	Communication –was their manner correct?

 
	

	Speed and Reliability – was the situation solved swiftly and was it correct?


	

	How well were the complaints dealt with?


	

	Did the scenario show through product knowledge and ability to deal with the situation effectively?


	

	Were the responses skillfully adapted to meet customer needs, communicating information clearly and confidently
	

	Understand the needs of different types of customers and respond to these needs in an appropriate manner.
	


