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Dimensions

Indicators

YES NO Evidence Suggestion

Listen

Appropriately address your customer.
Positively tell the guests your name.
Isolate the guest.

Sophisticatedly ask questions without
any interruption.

Repeat customers’ concerns.

Apologize

Apologize with sincere tone.

Empathize

Deliver in an appealing tone.
Express from the customer’s viewpoint.

Take actions

State what are you going to do
positively.

Explain with an euphemistic tone.
Offer alternatives without promising
the impossible.

Offer alternatives within authority.

P

Dimensions

Indicators YES NO Evidence

Suggestion

Listen

I can appropriately address my customer.

I am able to positively tell the guests my
name.

I know how to isolate the guest when
necessary.

I can ask questions with no interruption.
I can summarize and repeat customers”
concerns.

Apologize

I can apologize with sincere tone.

Empathize

I can deliver in an appealing tone.

I can talk from the customer’s viewpoint.

Take actions

I can state what I am going to do positively.

I can explain with an euphemistic tone.

I can offer alternatives without promising
the impossible.

I can offer alternatives within my authority.
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