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Was the team member present in the moment, carefully listening to the 
Customer?
Did the team member miss any pertinent information that the Customer shared?
What opportunities might there be to improve listening?

Did the team member ask the right discovery and clarifying questions?
Were there any questions the team member should have asked?
Did the team member appropriately acknowledge the Customer’s statements and 
responses?
 What opportunities might there be to ask better questions, re-frame the scenario 
for clarity, and acknowledge the Customer’s statements and responses?

Did the team member provide a resolution to the Customer’s issue?
Was it the correct resolution? If not, why not?
What opportunities might there be to recap the situation, resolution, and next 
steps with the Customer?
 Did the team member create a case and make notes in the feed as necessary?

Did the team member express sincere appreciation for the Customer 
contacting us and/or doing business with us?
What opportunities might there be to make the interaction more personal?
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