Teller Mystery Shop
Name of Employee Observed: __________________________  Date: ______________

Reviewer (optional): __________________________________
Please take the time to observe a fellow employee and rate them on a scale of 1-5 (with 5 being the best) on how well they performed the member service skills listed below.


Service Behavior




   
      Rating
	Greeted Member (eye contact, smile, stand, greet, build rapport)
	

	Used Member’s Name
	

	Was Friendly
	

	Performed Transaction in a Timely Manner
	

	Answered Questions Knowledgeably
	

	Went Above and Beyond
	

	Attempted to Cross-sell Additional Products and Services
	

	Maintained Focus on Member
	

	Used Closing Statement
	

	Thanked the Member
	


Comments:______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Manager Notes: __________________________________________________________


________________________________________________________________________________________________________________________________________________________________________________________________________________________











   Manager Initials:_____







