Mystery Visitor to 
Phone Enquiry: Please see instruction sheet for the number to ring and the question to ask

Day / Date / Time of phone call:

Your name / Contact Details: 

	
	
	
	
	

	Criteria - please give a score for each and your comments in the space provided
	Excellent
	Good
	Poor
	Not Applicable/ not noticed

	Speed – phone answered within a reasonable time
	
	
	
	

	

	Greeting – friendly, welcoming, polite
	
	
	
	

	

	Greeting – person identifies institution
	
	
	
	

	

	Information given in answer to the enquiry – accurate  
	
	
	
	

	

	Referral if staff unable to provide answer
	
	
	
	

	

	Attitude positive and ‘can do’
	
	
	
	

	

	Overall feeling about your experience as a customer – would you email the library again with an enquiry?
	
	
	
	

	

	Score - count the ticks in each column
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