
HOUSEKEEPING 
NAME/DESCRIPTION OF EMPLOYEE  Isabelle 
TIME/DATE OF INTERACTION  Wed. October 15 th – 5 pm 
SHOPPER INITIAL IMPRESSIONS 
Isabelle was the one who came to the room, but another man answer the initial 
phone call.  He did not say his name, but sounded very friendly. 

QUESTION  YES  NO  COMMENTS 
1.  Service asked for  Towels 
2.  How long did phone ring?  5 rings 
3.  Greeting clear and audible?  X 
4.  Did operator(s) identify themselves?  X 
5.  Caller not placed on hold?  X 
6.  Was request handled by the 1 st person contacted?  X 
7.  Employee on phone polite and cordial?  X 
8.  Was time quoted for service? (INDICATE TIME)  X  Said it would take about 

30 minutes before they 
could deliver more towels 

9.  Did service occur within promised time?  X  It took about an hour 
10. Housekeeping staff polite and professional?  X  Isabelle was very sweet 
11. Staff member properly uniformed; well groomed?  X 
12. Was follow­up call made to ascertain satisfaction?  X 
13. Was apology for inconvenience made?  X 

ADDITIONAL HOUSEKEEPING COMMENTS 

Even though I did not get a follow up call, it was only a towel delivery so they knew I was 
happy when they came. 

Overall Experience: Positive 
Number Correct Out of 12: 7/11 
Percent Score: 64% - Lost points on the details! 

Customizable 
list of questions


