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Greeting and Soft Skills of Staff
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listening” on customer enquiry?

. No the staff did not demonstrate

0 O sl slial Cibgall gl Al S o 0
active listening
: e Yes, the staff listened quite / o (o S R e iy il ) sl i o o -
reasonably actively ;
2 e Yes, the staff I|stened actlvely R Lulad CaB gl sl Gl caed @ 2
3 * Yes, the staff listened very actlvely o AV Cre B Gl gall sl ) cand @
Score s
c. Did the staff appear confident? Shddi (pa (3319 4T (_,.t:. il gl seh Ja @
0 ¢ No, the staff did not appear R A o (B3 4] e il el IS o 0
coanent ;
Yes, the staff appeared quite . ’
1 * pp quite / O i JSiby i (o (B9 41 o Ciligall el cand 0 1
reasonably confident ‘ B
2 * Yes, the staff appeared confident o A e (B9 A o il gall jeda cani @ 2
3 e Yes, the staff appeared very O Ay LS (3 Al e iyl g con o 3
coanent k ;
d. List the names of staff |nteracted e s (i il gl el 51
with:
: e MM e Hag. warf/fpv/ ‘So Jcouldn? reacf. RIS
e Mr./ Ms. AT A .
o Mr./ Ms. 3 Aalall/ sl .
e Mr./ Ms. 4 Alalall/ sl .

E. Staff Capability, Knowledge and

Cross-Selling

Score
6.1 Staff Capabmty G o OB : 6.1
a. D|d the staff frequently probe the sy 13l clalial daph o ludiul cili gall o6 o |
¢ S0
nature of the customer's needs?
1. Yes = S ""' 1 ol 3 i
O 2. No ' D . U N o i o )S 2

If ‘No’, please specify your comments: rll )l o8 Bl ¢S 1Y)




b. Did the staff actively attempt to

el labiia) (ot Auad A lany wilh sal) o8 Ja o

anticipate customer needs?

e — Ma SR . o ?u 1 ; :
0 2. No | O 38 2 0
e ‘f ‘N‘b;,wplease Speafy your comments I i iéjﬁb CLmeL' egda‘)‘n\ v L:I o
C. Were the staff able to cater to the
. . b (90 G sl Slaliia) Ll Cib gall plliud o &
needs of the customer without seeking 0533 2ai 35te
the help of a colleague?
; 1“,""‘»Ye5 bt | o | 5o ?u '_1. N
0 2. No K s .2 0
A g e N T
e sy e et ash i g anol com bolh
INT IF the Answe/i o the answer for Q V& AN Akl B G galdl e Man™ Gl gadl S 1)
d. Were the staff able to answer a" / most i gl ALicl [ o5 Ayl il gl Uil o &
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