	Outside the store

	Well maintained building                                               

	Easy to find parking, or close to public transit

	Safe location

	Good lighting and signage

	Other notable qualities 














	Inside the store

	Cleanliness

	Noise level and background music

	Organization of product categories and products

	Aisle space

	Lineups or wait times

	Other notable qualities










	Observations
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· Level of assistance or service provided (passive, average, or proactive)
· Specific questions asked and answered by customer service agents
· Body language and appearance of the agent
· Response(s) of customers who interact with that agent 
· Response(s) of customer service agents to different customers 
· Are different customers treated similarly? 
· Does the appearance/attitude of a customer affect the level of service they receive?
· Evidence of a specific customer service plan being used
· Does the agent use a script? 
· Does the agent ask the same questions to each customer? 
· Is the agent selling more than just a product?
· How the level of service of the CSR compares to other CSRs of the same company or industry



